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locations in Canada 


Newfoundland 
TO Place 

Suite 702 

140 Water Street 

St. John’s, Newfoundland 
AIC 6H6 


New Brunswick 

Frederick Square 

Suite 470 

77 Westmorland Street 
Fredericton, New Brunswick 
£3B 623. 


Nova Scotia 

CIBC Building 

Suite 801 

1809 Barrington Street 
Halifax, Nova Scotia 
83) 3K8. 


Québec 

Public Services and 
Certificate of Identity 
Place du Centre 

Level 2 

200 Promenade du Portage 
Hull, Québec 

J8X 487 


Place Saint-Michel 
Suite 302 

3885 Harvey Boulevard 
Jonquiére, Québec 
G7X 981 


2550 Daniel-Johnson Boulevard 
Suite 300 

Laval, Québec 

H7T 2R3 


Complexe Guy-Favreau 
Suite 215, West Tower 

200 René-Lévesque Boulevard W. 
Montréal, Québec 

H2Z 1X4 


Belle Cour Tower 

Place de la Cité 

4th Floor, Suite 2410 
2600 Laurier Boulevard 
Sainte-Foy, Québec 
G1V 4M6. 


i+ 


Suite 112 

3300 Chernin Core Vertu 
Saint-Laurent, Québec 
H4R 2B7 


Ontario 

Brampton Civic Centre 
Suite 30S 

150 Central Park Drive 
Brampton, Ontario 
L6T 279 


Standard Life Building 
Suite 330 

120 King Street West 
Hamilton, Ontario 
Usp 4v2 


Canada Trust Centre 
Suite S01 

55 King Street West 
Kitchener, Ontario 
N2G 189 


Government of Canada Building 
Suite 803 

451 Talbot Street 

London, Ontario 

NGA SCO. 


Royal Bank Building 
Suite 421 

5001 Yonge Street 
North York, Ontario 
M2N 6P6 


C.D. Howe Building 
Level C-3, East Tower 
240 Sparks Street 
Ottawa, Ontario 
Kip 6C9 


Landmark Building 
6th Floor 

43 Church Street 

St, Catharines, Ontario 
WR 7E1 


200 Town Centre Court 
Suite 828 

Scarborough, Ontario 
MIP 4x8 


Passpon Bureau des 
Office Passeports 


Royal Insurance Building 
Suite 302 

28 Cumberland Street North 
Thunder Bay, Ontario 

P7A 4P9 


First Century Tower 
Suite 1100 

438 University Avenue 
Toronto, Ontario 
MSG 2K8. 


CIBC Building 

Suite 504 

100 Ouellette Avenue 
Windsor, Ontario 
N9A 6T3 


Manitoba 

200 Graham Avenue 
Suite 910 

Winnipeg, Manitoba 
RBC 4LS 


Saskatchewan 

1800 Hamilton Street 
Suite 350 

Regina, Saskatchewan 
S4P 202 


Federal Building 
Suite 405 

101-22nd Street East 
Saskatoon, Saskatchewan 
S7K 0E1 


Alberta 
Harry Hayes Building 
Suite 254 

200-4th Avenue SE 
Calgary, Alberta 
T2G 4x3 


Canada Place Building 
Suite 160 

9700 Jasper Avenue 
Edmonton, Alberta 
Ts) 4C3, 


British Columbia 
Guildford Landmark Building 
Suite 405 

15127-100th Avenue 

Surrey, British Columbia 

V3R 9P4 
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Sinclair Centre 

Suite 200 

757 Hastings Street West 
Vancouver, British Columbia 
V6C 1A1 


Customs House 

Suite 228 

816 Government Street 
Victoria, British Columbia 
vsW 1W9 


Mailed-in Applications 
Passport Applications 
Passport Office 

Department of Foreign Affairs 
and International Trade 
Orcawa, Canada 

KIA 063 


Certificate of Identity and 
Refugee Travel Documents 
Passport Office 

Department of Foreign Affairs 
and International Trade 
Ottawa, Canada 

KIA 12 
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Canada 
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our values 


Quality Service 
We provide quality service tha meets 
or exceeds the expectations of the 
Canadian public. 


Quality People 
We are committed co recruiting and 


«raining quality people 


Integrity 
We provide cravel documents that enjoy 


high international reputation and respect. 


Security 
We continuously focus on the security of the 
travel document and its production process 


Cost Effectiveness 
We deliver travel documents to the Canadian 
public with the highest regard for cost effec- 


tiveness. 


Efficiency 
We focus on efficiency and sound manage- 


mencin the provision of our services. 


our service standards 


Price 
The passport fee recovers costs for all 
travel documents with the highest regard 


for cost-effectiveness and security. 


Waiting Time 
The average waiting time for service is 20 
minutes. According to recent data, 85 % of 
all clients are served within 20 minutes. 


Turnaround Time 
The average time to process an application 
submitted by mail is 10 working days: five 
working days if submitted in person 


Number of Trips to the Passpore Office 
Canadians applying for a passport in person 
generally make two crips to the Passport 
Office; one to submit an application, and the 
other to pick up a passporc 


Examination Time 
The average time to examine an application 
is five minutes if all application requirements 
are met. 


Availability 
The standard is to serve 85 % of our clients 
in person. There are 31 points of service, 
including 28 issuing offices, Certificate of 
Identity, Refugee Travel Documents, Official 
Travel and mail-in services. In the recent past, 
only about 15 % of all applications processed 
in Canada were submitted by mail. 


Convenience 

All Passport Offices are ro be located in areas 
where parking is available and in buildings 
that are accessible to persons with a disability 


Hours af Service 
The minimum daily number of hours of 
service to the public is 7.5. Some issuing 
offices remain open to the public up to 95 
hours. Automated telephone response 
provides answers to most frequently asked 
questions 24 hours a day 


Security of Document 
The Passport Office is attentive to the fact 
that Canadian passports are a preferred carget 
for people who want to benefit from its 
international reputation. The five year validity 
period coincides with the life of the design of 
the document, enabling us to take advantage 
of new leading edge security technologies to 
be incorporated into our passports 


Conformance with Incernational Standards 
All cravel documents issued by the Passport 
Office conform to or exceed international 
specifications concerning the format, issuance 


and integrity of international cravel documents. 


Serviceability 
In Canada the Passporc Office provides emer- 
gency services after office hours, on weekends 
and on statutory holidays When a passport is 
lost abroad, an emergency passport is issued. 


Protection of Personal Information 
All personal information concerning appli- 
cants is protected. 


Service to the Public 
All employees of the Passport Office dealing 
with the public provide courteous, helpful, 
kind and empathetic service. 


RED 
We invest cime, effort and resources in 
research to develop the product and the pro- 
duction process technology. 


Recognition of Achievement 
We encourage and recognize high standards 


of achievement in our employees 


Communication with the Public 

The Passport Office offers bilingual services as 
well as TTD/TTY services for the deaf. 
Applications are also available in braille and in 
a digitalized format for persons with a visual 
impairment. The Passport Office provides a 
toll-free Touch-Tone information service 24 
hours a day, 7 days a week. Service represen- 
atives are available Monday through Friday 
from 9.00 3.m. to 5:00 pm. local time. The 
CEO responds to all written correspondence 
from the public within 30 working days. 


Performance of Document 
All travel documents issued by the Passport 
Office are internationally respected 


Responsiveness of Examiners 
Examiners are empowered to resolve complex 


issues at the cime of examination. 


Comperence of Examiners 
Examiners meet the professional and security 


requirements sec by she Passport Office 


Recognition of Employee Service 
Superior employee service is recognized 
and rewarded. 


VICTORY PHOTOS: MARTIN LIPMAN 
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Strategic imperatives... 


Exploit the concept of Alternative Service Delivery to its full potential in order to 
reduce duplication and costs, achieve government-wide goals, and attract new 


alliances that leverage our core competencies. 


Provide management with the necessary skills, information and processes in order 


to strengthen the decision-making capabilities of the Passport Office. 


Accelerate the application of technology to our processes to ensure that employees 
at all levels have the tools and information they need to operate in a rapidly chang- 


ing environment. 


Re-engineer the application process in order to reduce impositions on our clients. 


CEQ 


essage 


As we approach the year 2000, we become more aware that 


change Is, and will continue to be, a constant in our lives. 


We are expected to deal with it, to continue to provide our services, and to adapt quickly and 
efficiently. The year 1997-98 found us entering into new territories and coming face to face 
with some interesting challenges. 

In addition to the ice storms, the postal strikes, and other high profile issues, the Passport 
Office had to meet even greater challenges. We had to constantly redefine who we were, 
how we did business, and how we were going to improve. We had to cross over boundaries 
and test and retest pilot services, application processes, systems and operational plans. 

This year, we’ve implemented many of the goals outlined in our business plan and our 
strategic planning documents...but this is only the first step. Strategic planning can only 
be useful if everyone is involved, not just senior management. While planning provides us 
with vision, the footwork is done by our people, and each of us must contribute to the 
improvement of services, processes and plans. 

The success we enjoyed in 1997-98 has made us aware that the only way to improve 
our services is to understand all our components, our strengths and our weaknesses. We 
are on our way to doing that. We have also tried to promote team and employee values, 
and we are being recognized as a model of good business management. 

That we were able to achieve so much and still be able to provide our clients with the 
same or better level of service during a year of higher demand is evidence of the dedica- 


tion and competence of Passport Office staff. Well done. 


MICHAEL J. HUTTON - CEO 
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On the surface, we must provide cost-effective and efficient services to each and every applicant, 

from the rushed business traveller, to the grief stricken, from the honeymooner, to the 

diplomat. From their perspective, the quicker the better. But with each and every passport, 

we must apply various procedures through a number of steps to ensure the safety of the 

individual and the country. Security, for example, involves verifying the identity of the applicant 

and the integrity of the supporting documentation, but it also means producing a highly 

secure document that reflects the traveller’s identity accurately, and that can be recognized 

and accepted worldwide. The document itself must be of the highest quality and integrity, 

so as to be protected against illegal uses. It involves confidential and classified processes 

from the design stage right through to the printing stage. Without these steps, criminal 

activities would increase dramatically and bring danger to everyone’s doorstep. 
fyi 
When passports are checked at the border, one thing that is considered by foreign customs is the security and quality of the entitlement process. The quality 
of Canadian passports and the integrity of the security and entitlement process are well known to foreign customs agents and Canadians are readily approved 
for entry abroad. This year, the Passport Office, in coordination with law enforcement and other departments, investigated 200 cases of passport abuse or 


misuse which were stopped at the entitlement process. These investigations have resulted in formal refusals of service and revocation of passports. 


With 28 offices across Canada, and services provided to remote areas, we need to be 
able to maintain secure information sharing systems, and the ability to review and process 
documentation across the country...a Canadian can expect the same quality of service from 
the Passport Office wherever he or she may live. At the same time, these services are expected 
to be efficient and cost-effective, and sometimes services must be provided over the week- 
end or within short periods of time. To fulfill our mandate, we often have to work closely 
and communicate with other governments and other departments to respond to security 
issues, or even have a passport waiting for the applicant at the airport. We provide these 
services to Canadians around the globe, and to missions abroad, in order to support Canadian 
interests. 

It all starts with one application, and soon it ripples and spreads into so many domains 
and responsibilities, like a pebble that strikes the still surface of a pond. The impact of our 
services, like our clients, travels around the world. 

This year, we provided 1,517,838 passports, and each passport issued had to be flawless. 

The Passport Office issues the 24-page passport, the most commonly requested pass- 
port, as well as Diplomatic, Special, Emergency and 48-page regular passports, Certificates 
of Identity, and Refugee Travel Documents. The Passport Office is responsible for revoking, 
withholding, recovery and use of all of these documents, and provides guidance to missions 
issuing passports abroad. All of these matters and other issues relating to Canadian travel 
documents are supervised by the Passport Office, as defined by the Canadian Passport Order. 
We invest great pride, care and commitment in this process. 

This year, 1997-98, was another year of change, of adaptation, and of overall improve- 
ment. The Passport Office was successful in many areas, and piloted many projects and 


initiatives, all aiming at five key sections. The first three are intricately interwoven: security, 
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quality of service and cost-effectiveness. These three areas are constantly used as a mea- 
surement of our success. The fourth and fifth areas of concern, which are very important to 
ourgoals, are difficult to measure. The fourth: to acknowledge the importance of our peo- 
ple, who, in turn, make our organization a recognizable and respected success. The fifth: 
to strive towards interdepartmental and intergovernmental cooperation. 

From ice storms to postal strikes, this year challenged us, but we have yet again man- 
aged change effectively. We have weathered minor storms and we have lead the Passport 
Office into unknown territory with greater achievements in technology, security, financial 
administration, organization, human resources, financial planning and new services. Through 
effective development, refinement and consistent improvements, the effective management 


of the five elements has had a direct influence on our success as an organization. 


OUR TRAVEL DOCUMENT SERVICES 

Most Canadians are familiar with the blue 24-page passport. It is currently issued to over 
six million Canadian citizens and is used for occasional travel, such as vacations and busi- 
ness trips. It accounts for 98 percent of all travel documents issued. The passport is valid 
for five years. Children under 16 may be added to a parent’s passport or they may have 
their own. 

The 48-page passport very closely resembles the 24-page passport, but its extra pages 
make it more convenient for frequent travellers, such as business people. 

In addition to these documents, the Passport Office issues burgundy coloured Diplomatic 
Passports to Canadian diplomats, top-ranking government officials, diplomatic couriers and 
to private citizens nominated as official delegates to diplomatic international conferences. 

The Office also issues green coloured Special Passports to people representing the Canadian 
government on official business. These include members of the Privy Council who are 
not members of the Cabinet, Members of Parliament, provincial Cabinet members, public 
servants and private citizens nominated to conferences that are not diplomatic in nature. 

Diplomatic or Special Passports may be provided to the families of officials if they are 
also travelling at public expense. The Minister of the Department of Foreign Affairs and 
International Trade (DFAIT) determines eligibility. Diplomatic and Special Passports are 
valid for five years, but entitlement to them ends upon termination of the official status of 
the bearer or on the date of the termination of the official duty. When the entitlement 
ceases, the passport must be returned to the Passport Office. 

Canadians stranded abroad may be issued replacement or emergency passports by 
Canadian diplomatic and consular missions on behalf of the Passport Office. 

Refugee Travel Documents are issued to persons who have been determined by 
Citizenship and Immigration Canada to be refugees under the 1951 United Nations Con- 
vention on the Status of Refugees and are legally landed (or on a Minister’s permit pending 
landing) in Canada. Refugee Travel Documents are endorsed for travel to all countries, 
except the holder’s country of origin. They are valid for two years but may be extended for 


an additional period of one or two years, to a maximum of five years. 
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Certificates of Identity are issued to non-Canadians legally landed for less than three 
years who are stateless or unable to obtain a travel document from their country of origin 
and are residing in Canada. The Certificate of Identity is endorsed for travel to countries 
specified in the document and valid for not less than one year or more than two years, with 


one-year extension periods up to a maximum of three years. 


THE PASSPORT OFFICE 

The Passport Office is headed by a Chief Executive Officer (CEO) who is accountable to 
the Deputy Minister of DFAIT for the Passport Offices’ operations and results. The CEO 
and the Agency’s directors form the Executive Committee. This committee is responsible 
for all policy and the implementation of operational decisions. 

The Office is made up of the following functional and operational divisions: Corporate 
Secretariat, Management Services and Technology Enhancement Project, Human Resources 
Services, Finance and Administrative Services, Security, Policy and Entitlement, Western 
Operations, Ontario Operations, Central Operations, and Eastern Operations. The key 
decision-makers in the Passport Office are the members of the Executive Committee (EC) 
comprised of the CEO and all directors. EC’s main focus is corporate decision making and 


medium-term strategic planning while supporting the CEO in long-term strategic planning. 


LONG TERM AND FUTURE SERVICES 

What does the future hold? The Passport Office evaluates new technologies at all levels and 
for all attributes. Security looks towards new design and production methods, as well as 
secure software and communications. New application systems and on-line access to appli- 
cations, as well as electronic forms, should have a great impact on improving services, and 
would reduce the amount of time required in applying for a passport. Improved electronic 
transfer, issuance software, LAN/WAN, debit/credit machines, fibre optics and the IRIS! 
system could greatly improve all aspects of operations. 

Long term plans for technological development continue on schedule. This year marked 
the end of Phase 4 for the IRIS system; Treasury Board submissions have been prepared for 
Phase 5; and rollout of IRIS is expected in early 1999. 

In the upcoming year, for missions abroad, full connectivity will be piloted for passport 
personnel to provide full on-line access to all software associated with the Department’s 
case management system (COSMOS). This year, tests were conducted, and the version is 
being revised to meet future needs and improve the security of the passport issuance pro- 
gram for missions abroad. 

The Passport Office plans to maintain an ongoing response to changing technologies, 
and to identify the future needs of the Canadian traveller. This year, we continued to adapt 
to our changing environment, and we were able to sustain our level of service to our clients, 
here and around the world. 


1 Formerly known as OSCAR, IRIS is the new name for the information system used for capturing, archiving and retrieving 


digital images. The name OSCAR is a registered trademark of the Laurentian Bank of Canada 
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Paraphrased from the Ottawa Citizen, Oct. 7, 1997: 
In late September, 1997, two Israeli Mossad agents 
attempted to assassinate a leader of the militant 
Palestinian movement Hamas. They possessed coun- 
terfeit Canadian passports. It was a story told 


around the world. 


The security and integrity of the passport doc- 
ument and process, particularly when brought 
to light by the Mossad incident, are vital to the 


organization. Integrity affects everything we do, from the rigorous 
application process to the “behind the scenes” investigations of fraud. While many 
could mistakenly see security as important only at the processing stage or the docu- 
ment design stage, in reality, security plays a role in all functions throughout the organ- 
ization. Cost-effective measures cannot be considered without first considering the 
impact on security; faster services and response times are not possible without first 
examining the impact on security and integrity. Communication, planning, applica- 
tion design, information systems, LAN/WAN, and even something as simple as Internet 
access must first be scrutinized, tested and retested to ensure that they meet security 
objectives. Our policies, processes, communications, internal management, training 
and client services have all been designed with security, not just in mind, but as a 
priority. Our document and security processes are respected around the world, making 
travel for Canadians that much easier, and making our documents more readily acceptable 


in other countries...unfortunately, our success also makes us a target for malfeasants. 


Diane Davis Security Analyst, Enforcement & Security (L) 
Linda Ruckstuhl Lost & Found Passports Analyst, 


Enforcement & Security 
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While negative publicity and heightened sensitivities arose from the Mossad incident, 
the truth is that such incidents validate the concerns of the Passport Office for stringent 
and continuously improving security measures. The five-year design cycle for our passport 
enables us to periodically review our document and apply new technologies to deter assaults. 
We have taken the approach of “lessons learned”, and we plan to apply superior tech- 
nology and enhanced security in our communications, and test the security aspects of the 
issuing process. 

This year has been a politically sensitive one when it came to security, but this is also 
perhaps a warning sign as we enter into the new millennium, with its increased interna- 
tional travel, expanded global business, and a growing world population, a warning sign 
that these security precautions are not in vain. Security is not only provided for the coun- 
try, but also for the traveller in a far-off land, who can enjoy the feeling of protection and 
service that the document represents. 

fyi 
The Israeli security agency Mossad has been caught previously using Canadian documents despite a 1981 bilateral agreement that such activities would not be 


carried out and a 1992 request from the Canadian government that such operations be curtailed after revelations in a book authored by a former Mossad agent. 


The Passport Office, as the passport agent of the Government of Canada, is respon- 
sible for taking the lead on this commitment. Planning activities must take into account 
the changing pressures and demands placed upon our document design, and the related 
issuing procedures and policies, by a burgeoning smuggling community. 

The technologies applied in the design of the passport need to remain at the forefront. 
While the design is extremely resistant to alteration, recent experience has demonstrated 
that the threat against any design is persistent and relentless. It is essential that the Passport 
Office maintain competent research, intelligence and network capabilities to ensure the 
wisest application of technological advances in document security. 

We have continued to work closely with international organizations interested in secur- 
ity issues, such as the International Standards Organization (ISO) and the International 
Civil Aviation Organization (ICAO). In February 1997, we attended the Facilitation meet- 
ing of ICAO held in Montreal. We seized the occasion to press upon ICAO member states 
the need not only to intercept fraudulent travel documents but to actually surrender the 
seized documents to the States purported to be the issuers of such documents, so that relev- 
ant investigations can be undertaken. 

The new passport issuing software is currently being tested and reviewed for security. 
Problems encountered have undergone revision and the next version has been created. Special 
functional/operational requirements were tested and further work needs to be done before 
this software can be released. Connectivity between the Passport Office and the Consular 
Management & Operations System (COSMOS) is being tested, and many security issues 
have arisen regarding the soundness of the connection. In the next year, a pilot system will 


be tested, with the hope that the electronic transfer will be enhanced for improved passport 
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issuance programs abroad. New forms are being developed, through new technology and 
electronic systems, and security experts have participated fully in this process. 

At the operational level, the re-engineering of the application process was sched- 
uled to begin this year but has been postponed until early 1998-99. The passport itself is 
currently being redesigned, and letters of interest and requests for proposals have been 
initiated. Local offices have been empowered to handle certain security cases. In addition 
to cases regarding custody and repatriation, the Passport Office now has the ability, based 
on Bill C-41, to suspend the passports of people who are trying to flee debt obligations 
with respect to child support. During the entitlement process, security is of the utmost 
importance, and passports can be refused based on fraud or misuse. This year, some 200 
cases were refused, and all incidents are evaluated, to be incorporated into policy and pro- 


cedural development. 


SUMMARY 

Security has taken an active role in promoting awareness by communicating with share- 
holders, the public and other parties regarding the detection of fraud. By providing effective 
security advice regarding printing and development of secure documents, our expertise 
has been made available to other domestic and international organizations. We have also 
cooperated in an American investigation regarding an organized crime ring involved in pro- 
ducing fraudulent Canadian passports. We are continually sending the message that we are 
vigilant when we issue passports, which in turn promotes confidence in the Canadian 


traveller at the global scale. 


While negative publicity and heightened sensitivities arose from 
the Mossad incident, the truth is that such incidents Validate 
the concerns of the Passport Office for stringent and con- 
tinuously improving security measures. 


et 


Betty Marcelle Examiner, National Processing Ser 


Manager, 1-800 Call Centre & Operations, Joélle Cloutier 
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Quality of service is our most client-visible 


attribute. In the face of ice storms and postal 


strikes, we still managed to provide top-rate 
services. We have tested several pilot projects, identified best 


practices, and enhanced the services that contribute to improving our already high standards. 
From automation to mail delivery services, we have demonstrated much promise, and we 
have also implemented improvements to our internal processes. This year produced many 
positive results, and we believe we have increased our accessibility to our clients. 

In 1969, the Royal Commission on Security supported plans to open regional Passport 
Offices across Canada for better security. This is an instance where security and integrity 
objectives translated into better service to the public. Three regional offices opened in 
1970, in Montreal, Toronto and Vancouver, to accept and process applications submitted 
in person. Today, offices are located throughout the country with 28 offices from St. John’s 
to Victoria, and there are centralized services for passport applications by mail, Certificates 


of Identity, Refugee Travel Documents and Official Travel. 
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The Passport Office strives to improve service delivery, from internal administrative 
procedures to front line desk services. This year, we realized that to do better we need to 
understand our environment, our applicants, our people and our abilities. We implemented 
extensive information gathering processes, and we are now seeking out new information 
to re-evaluate our core competencies, opportunities and challenges. Through surveys and 
initiatives by the Executive Committee, we were able to assess our abilities more effectively. 
A scaled-down version of the Canada Award for Excellence was used to measure and 
determine how (if applicable) we could improve services, processes, policies and skill sets. 
It showed us what areas we should focus on to operate a more effective service. 

On a global level, we are recognized for our client service, and we always strive to be 


on the cutting edge. 


REGIONAL SUMMARIES 

In the Eastern Region, comprised of St. John’s, Halifax, Fredericton, Jonquiére, Sainte-Foy, 
Laval, Saint-Laurent and Montréal, 307,037 passports were issued, an increase of 13 per- 
cent over the year before. The East’s automated phone system responded to 317,657 calls, 
of which 139,958 went to an agent. The Eastern region participated in several projects, 
including the redesign of the new passport applications. These applications are being designed 
for technological compatibility, Internet interface and simplification for the applicant. Through 
internal management teams and focus groups, prototypes are being developed, and in the 
future, external focus groups will be used to test the usefulness of the design. 

Some unique services met with positive results. The urgent passport pickup service 
piloted in Halifax simplified the application process, and allowed applicants in remote areas 
to pick up their passports from Revenue Canada (Customs) at the airport, thus reducing the 
number of trips to the Passport Office. As well, due to the remote nature of some locations, 
the Eastern region participated in many travel shows, information booths and other travel 
promotions, and was able to accept passport applications on site at the display. Another time- 
saving initiative being piloted was the passport mail-back service, to provide the option of 
mailing the passport directly to the applicant. This also provided an excellent service for those 
citizens who are not near a Passport Office. Special services were provided in Quebec, where 
passport applicants could also apply for a birth certificate, and receive both the passport and 
the birth certificate at the same time. For travellers whose documents were either lost or stolen, 
the Passport Office made special arrangements, in cooperation with the Citizenship and 
Immigration Canada office, to allow the applicant to continue travelling until replacement 
documents were produced. These are just a few success stories of the Eastern region. 

The Western Region, with offices in Winnipeg, Regina, Saskatoon, Edmonton, Calgary, 
Vancouver, Surrey and Victoria, issued 350,271 passports. The CANPASS pilot project in 
Vancouver, aimed at improving business travelling processes, was officially turned over to 
Revenue Canada (Customs) in early 1998. Greater participation in the Missing Children’s 


program was undertaken, and the Western region played a large role in exploring opportunities 
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to work in partnership with Revenue Canada (Customs) and the RCMP to improve the pro- 
gram. In cooperation with Citizenship and Immigration Canada, the Western directorate 
experienced great success with its concurrent application process. The Edmonton office is 
piloting a service, in conjunction with Citizenship and Immigration, that allows new citizens 
to apply for both citizenship and passport at the same time. This will hopefully reduce oper- 
ational expenses for both organizations, as much of the information needed for the two appli- 
cations is the same. The call centre at the Surrey office provides information regarding the 
application process, improving the efficiency of services. In Vancouver, the pilot projects for 
IRIS involved training and testing on the passport issuance software and many improvements 
have been made as a result of pilot site employees’ participation. And finally, the Western 
regions initiated “peer reviews” to identify best practices and improve operational procedures. 

The Ontario Region, with offices in Brampton, Hamilton, Kitchener, London, North 
York, Scarborough, St. Catharines, Thunder Bay, Toronto and Windsor, reported issuing 
496,600 passports, an increase of 11 percent over last year. The call centre received 15 per- 


cent more calls this year: 385,600 calls, of which 167,300 were answered by an operator. 
PASSPORTS ISSUED BY REGION (in thousands) 


4 
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abit 
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Several initiatives were undertaken in order to provide more efficient service to the 
public. Clients are very appreciative of the 24 hour access to information that the auto- 
mated telephone system provides. The introduction of debit/credit machines was very well 
received, with 30 percent of clients choosing this method of payment. Pickup and infor- 
mation only areas have been established in larger offices to provide quicker service and less 
waiting time. The provision of urgent service for specific situations has been extremely well 
received by passport applicants. 

Many initiatives directed at providing better information to the public have been imple- 
mented. These include better signage about passport requirements, special programs with 
community groups and participation in travel, bridal shows, outreach programs and other 
special programs, which provided greater services to the public and explain the processes 
and requirements. Several technological improvements were undertaken, including the pilot 


of the IRIS project and desktop software including Windows 95. 
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Nancy Rainboth Examiner, Winnipeg Office 


new technological advances, improved human resourges, and 
superior planning, we will CONTINUE CO SCFIVE to provide 


excellent services to our clients. 


Ontario region managers maintain close contact with their counterparts in Citizenship 
and Immigration through regular meetings and work closely with area MPs, travel agents 
and others assisting Canadians who travel. 

The Central Region, with offices in Ottawa and Hull as well as mail operations, Official 
Travel, Certificates of Identity and Refugee Travel Documents, issued 298,598 passports. Central 
Operations faced two significant obstacles this year. One was the postal strike late in 1997 
which affected mail operations, and the other was the ice storm. For the mail strike, applications 
that became caught in the mail were handled as “urgent” as soon as they were received. Strike 
procedures were put into place to solve the operational problems that arose from the postal 
strike, and worked quite well. During the ice storm, a core team of personnel staffed the 
1-800 number and dealt with urgent cases. Both situations were handled quite admirably. 

Preparations were also made for the decentralization, on a pilot basis, of Certificate 
of Identity operations. 

Central Operations played the lead role in the development and implementation of 
the two main alliance initiatives involving the Passport Office in 1997-98: the Citizenship 
and Immigration Canada/Passport Office Cooperation Project and the Canada Post Project. 
The results of these initiatives will be discussed later in the report in the section of “Other 


Departments and Governments”. 


CORPORATE SERVICES SUMMARIES 

Internally, our organization implemented several new initiatives. The Secretariat looked at 
many initiatives to improve internal efficiency, while the release of the strategic plan helped 
to identify our core competencies. The release of an innovative Strategic Plan made us well 
aware of the importance of understanding our environment, our applicants, our people 
and our abilities in order to ensure our success. Surveys and environmental scans produced 
hard data regarding services, and implementation of the “New Public Management Principles” 


resulted in our ability to measure less quantifiable skills such as planning and innovation. 


quality of service the passport office of canada annual report 


By conducting environmental scans on a continual basis, we will be able to understand the 
issues, identify our core activities, and prepare for our challenges. 

The publication of the Executive Committee’s Records of Decision (ROD’s) is aimed 
at providing information to all stakeholders (those who influence the direction of the Agency), 
internally and externally. As mentioned, the Canada Award for Excellence evaluation showed 
that there are some opportunities to improve our services, policies and processes, and that 
hard data and communication with our people and applicants are critical to our success. 

Managers received greater training and improved systems. We have also deployed 90 
percent of the modules required for PASSAP (the integrated financial and material manage- 
ment system) to our critical users; deployed a salary management system; conducted focus 
groups with management to identify job competency profiles; and selected pilot sites for 
self-directed work teams. 

Technological advances have included Phase 4 of the IRIS system (information sys- 
tem used for capturing, archiving, and retrieving digital images), and preparations are being 
made for Phase 5; installation is expected in 1998, and the rollout of IRIS in early 1999. 
Several projects to support IRIS were completed this year, including the installation of Windows 
95 and the upgrade of desktop software. Additionally, our networks were enhanced and 
management software was developed. We extended the WAN to three additional sites and 
expanded our hardware architecture and software assets. The Record Management Automation 
pilot is now complete, and rollout is expected during 1998-99. The SIGNET connection 
was established with the Department of Foreign Affairs and International Trade (DFAIT), 
and now the Passport Office has access to COSMOS and the department’s new financial 
system, with the hopes that the intranet and corporate applications will soon be available. 
The Forms Program has provided an improved method for updating application forms, as 
well as providing alternative applications for other clients (braille, large print, electronic, 
etc.). We are also in the process of decentralizing the purchase of publications, printing, 
distribution and photocopying. Passport policies, manuals and written communications, 
as well as statistical reporting, are being improved and evaluated. 

Telephony services have gone a long way to expanding our services, and call volume 
is up 19 percent this year since inception of the Call Centre, a trend which is expected to 
continue. Easier access for the public to information was provided with the 1-800 number 
while a redesign of the blue pages made the number easier to identify. Computer Telephony 
Integration (CTI) has taken new steps this year, with more equipment, training programs, 


improved traffic capacity, and the development of a Call Centre management team. 


SUMMARY 
The services of the Passport Office improve every year, and with new technological advances, 
improved human resources, and superior planning, we will continue to strive to provide 


excellent services to our clients. 
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Jody Thomas Manager, Victoria Office 


The Passport Office, like every government office, has 
great demands every year to do three things: reduce 
costs, increase efficiency, and reduce costs. That was 


not a typo. The need to develop alternative service delivery models, 
to develop joint programs, to foster communication and information sharing, to implement 
automation, and to decrease inefficiencies, are some of the ways to increase the value of 
every dollar. The question is not so much how much money is being spent, but rather whether 
the funds are managed in the most effective manner. 

In 1990, the Passport Office became a Special Operating Agency (SOA). These agencies, 
currently numbering over 15, were created by the government to promote sound business 
practices and efficiency in the delivery of government programs. As an SOA of DFAIT, the 
Passport Office operates on a cost recovery basis. This means that all expenses are met from 
revenues derived from fees. There is no annual parliamentary appropriation, therefore service 
is supported by the user rather than the taxpayer in general. 

This year, we implemented numerous projects and organizational changes that resulted 


in both short- and long-term savings for our organization. 
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TECHNOLOGY AND COST-BENEFITS 

There is no question that increased automation makes everyone’s job a little more efficient, 
and this year, many improvements were put in place, not simply for the sake of technology 
but because they are (or will be) efficient, effective and cost-beneficial. The ability to keep 
pace with technological developments will benefit the Passport Office and ensure that the 
operations can adapt. 

Many of our projects have gone into the review and improvement stage: IRIS, com- 
mon card technology, LAN/WAN and Records Management Automation, and many are being 
rolled out in the coming year. A link has now been established between Passport Office and 
DFAIT servers giving us access to the COSMOS and the departmental financial system. The 
forms program has proven to be a superior method of updating and improving application 
forms, and it produces a number of forms and designs. The telephone services continue to 
be a great success, and significantly reduce the strain on human and financial resources. The 
Computer Telephony Integration is ongoing, and there is a push towards more equipment, 
improved traffic capacity, training and a Call Centre management team. Other automated 
processes, such as the credit/debit machines, were almost immediately successful. The cred- 
it/debit card system was used in 30 percent of the payments, representing revenues of $15 mil- 
lion over a 12-month period, and also resulted in a more secure office environment (less 
cash on hand). The design, configuration, prototyping and testing of PASSAP has just been 
completed. The new system, which goes live April Ist, 1998 promises to improve the access 
to information, accounting standards, and administrative and financial functions. 

In addition to technological advances, the Passport Office continues to address strategic 
planning improvements. By understanding our business, we can improve our operations. 
This year, there was a revised planning function that was far more business-efficient. The 
four strategic imperatives, i.e. alternative service delivery, providing management with skills, 
exploiting technology, and re-engineering the application process, will all lead to improved 
cost-effectiveness. 

Improvements in technology affect our operations at headquarters, in the regions, and 
abroad. They will no doubt improve our cost-effectiveness, and when IRIS reaches full imple- 
mentation, we will be prepared for the increase in international travel over the next decade. 
What does the future hold? Electronic application forms? Secure home access to passport 


services? Or perhaps just virtual travel... 


SUMMARY 

While we have taken many steps to improving our cost-effectiveness, there are still many 
tasks and goals to pursue, including the rollout of technological advances and the cont- 
inued evaluation of our core competencies. This past year the SOA model has proven to 
be a cost-effective and business oriented model. The world is getting smaller, travel needs 


are growing, and we're always trying to map out the new world. 
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Michele L. Ménard - JWF Acting Coo 
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There is no question that increased automation makes everyone's job 
a little MOre efficient, and this year, many improvements were 
put in place, not simply for the sake of technology but because they 
are (or will be) efficient, effective and cost-beneficial. 


Gail Barber Administrative Officer, Human Resources Services 


Client Services, Client Services and Installations, Mark Laviolette 
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An organization is only as effective as its people. The Passport 
Office is fortunate to have skilled and thoughtful person- 


we saw, again, great commitment from our employees and input into program development. 
The Passport Office is constantly addressing and improving staff skill-sets, training and 
abilities, especially with the implementation of automated systems and processes. We have 


implemented many successful internal measures, including surveys and client service training, 
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to address the needs of our staff and managers. By expanding skills and training, we can 
use the talents of our people to create new business opportunities, and still be praised by 
our clients. 

This year, our employees faced chaotic work conditions (ice storms, postal strikes, 
politically sensitive issues) and still exceeded their performance expectations. And thanks 
to them, the Passport Office continues to excel at providing economical, efficient and high- 
quality services for all Canadians. This year was another year of change, and our personnel 
received even more training and development, particularly as increased automation 
takes hold. 

Examiners received client service training, training diversity, and training in dealing 
with clients. As well, the Passport Examiner Recruitment and Apprenticeship Program 
(PERAP) had been revised and improved for new examiners. Many employees had to adjust 
to organizational changes, including a pilot for self-directed work teams and quality circles 
in production areas. Training was provided, and the pilot was monitored for six months. 

A corporate self-assessment initiative was implemented: through surveys, environmental 
scans and working groups, we were able to identify new areas of improvement, and man- 
agers were given more freedom to determine their resource requirements. From a planning 
perspective, the Passport Office implemented a number of initiatives. Included was a pro- 
ject to identify job specific competencies in each region through focus groups and teams. 
As well, the organization had to plan for the large scale Universal Classification Standard 
(UCS), an improved way of approaching classification and human resources. Training on 


health and safety issues and concerns was also addressed this year. 


SUMMARY 

The Passport Office knows this was a very successful year from a people perspective, and 
that it owes the success to its employees and their dedication. As just one example: during 
a security project, we found ourselves short-staffed in one region, and two people in the 
Eastern region volunteered to relocate. Thanks to our people, we are able to continue to 


provide high quality services. 
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Helena Silwanowicz Coordinator, Toronto Office 
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Acting Director, Eastern Operations, Martine Lallouz 
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This year the Passport Office put even more 
emphasis on partnerships and enhanced 


communication with other government 


organizations. We recognize that alliances and other sigs of.cegiperation 
with other government and non-government organizations lead to more efficient services 
by eliminating redundancy across federal departments (horizontal issues) and duplication 
in other levels of government (vertical issues). This approach yields tremendous opportun- 
ities and allows the public greater access to passport services. We are continuously looking 


for new ways to provide services more efficiently. 


OTHER DEPARTMENTS 

For most new Canadians, the Passport Office is the next government port-of-call once they 
have received their citizenship papers. Therefore, given this relationship, it made sense to 
examine the feasibility of closer ties between the Passport Office and Citizenship and 
Immigration Canada (CIC). Initially, in 1996-97, four aspects of our operations were stud- 
ied: co-location of offices; concurrent application process; shared call centre services; and 
common card (common standards) technology. The objectives of closer cooperation and 
the studies undertaken were to provide seamless government service and examine the 
potential for savings to both organizations. Two of these studies went on to become two- 
year pilot projects: the co-location of CIC and Passport offices in London, Ontario, and 
the concurrent application to allow new Canadians to apply for both their citizenship 
certificate and their passport through a single process. Early results are positive for both 
pilots and a mid-term analysis is due in September 1998. Discussions are continuing for 
the third study, shared services in a Call Centre office, while the fourth study has already 


yielded tremendous results. 


Ron Nasrallah Manager, Hull Public Services (L) 


Sylvie Turcotte Manager, Organization and Methods Services 
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For the common card technology project, specifications identified by the working group 
led by the Passport Office were subsequently adopted by the International Civil Aviation 
Organization (ICAO) as THE international standard for advanced technology cards used 
for international travel. 

A second alliance was initiated in the past year, this time with Canada Post whereby 
they would act as receiving agents for the Passport Office. Applicants would apply in person 
at Canada Post, whose employees, trained by the Passport Office, would ensure all relevant 
documentation was included and was sent directly to us for entitlement and issuance. Two 
Ontario cities, Sudbury and Cornwall, were selected as pilot sites for this project which 
began in December 1997. So far, they have resulted in a significant reduction in direct mail- 
in applications from these two cities and an overall reduction in the turnaround time because 
of reduced errors in the applications. A new expedited service called FASTBACK was intro- 
duced at these sites, whereby applicants could have the passport delivered to the door in 
two days, for an extra charge. Over 25 percent of applicants who used Canada Post as agents 
took advantage of this service. 

In areas of alternative service delivery, the Passport Office’s security division developed 
a unique service: providing expert advice to other organizations on secure printing and design. 
While the first project involved advising PWGSC’s banking and cash management sector, we 
were also able to provide effective security advice and guidance to PWGSC regarding design 
proposals for the next generation of cheques. Our security division is looking to work closely 
with other organizations, and provide services in all areas of security and secure printing. 

Negotiations are underway with Justice Canada and the RCMP for the specific admini- 
strative practices required to confiscate passports of people fleeing their child support 
payments. The Passport Office is exploring procedures to refuse requests for passports. The 
Passport Office is also proud to say that it has continued to have a regular role in the “missing 
children” program, in cooperation with the RCMP. We have attempted to promote the pro- 
gram further through both our participation in conferences and our passport control lists. 
This program has also involved many other departments, police agencies, international 
bodies and non-government organizations. Also in cooperation with the RCMP, the Passport 
Office has strived to identify cases of fraud, and participate in the prosecution of those trying 
to obtain passports illegally. 

Continued cooperation with DFAIT has resulted in improved communications, 
particularly with recent connectivity to COSMOS. We have also shared our expertise with 
the Department on studies regarding user fees and cost recovery, and the development of 
a new accountability structure. 

In operation since 1995, the CANPASS program, jointly operated by the Passport Office 
and Revenue Canada (Customs), was officially turned over to them for full management. 
Revenue Canada (Customs) is also playing a role in a new program in the Eastern region: 
to expedite the process, urgent passports are delivered directly to the Revenue Canada 


(Customs) officials at airports, where they may be picked up by the applicant. 
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INTERNATIONAL RELATIONS AND THE U.S. CONNECTION 
With increased government initiatives to improve trade and reduce trade barriers, accessible 
and easy travel for business is a high priority. Projects such as the production of machine- 
readable passports, improved communications (information systems, LAN and WAN 
connections), the reduction of overlapping activities with Revenue Canada (Customs), and joint 
efforts with U.S. agencies are all aimed at making travel easier. Greater cooperation, joint 
security strategies, and cost-shared initiatives facilitate access for the business person and 
the occasional traveller alike. Every day, we take steps to make trouble-free access a reality. 
The Passport Office also hosted the Four Nations Conference and provided expert 
advice and shared best practices, as well as presenting a paper and conducting a workshop 
on alternative service delivery at a Commonwealth Conference in South Africa. Passport 
Office employees were selected for postings with DFAIT in London, as well as Hong Kong 
and Paris, and their experience regarding passport issuance was shared and well-used. 
The Passport Office organizes, leads and participates in working groups, projects and 
committees involving international bodies and foreign governments. This year the Passport 
Office addressed the International Standards Organization (ISO) and the International Civil 
Aviation Organization (ICAO) on how to intercept fraudulent travel documents as well as 
to promote the surrender of these documents to the country of origin. In February, ICAO 
adopted the Passport Office/Citizenship and Immigration specifications for travel cards 


using advanced technology (passport cards) as the international standard for such cards. 


OTHER ORGANIZATIONS 

Successful alliances with provincial governments have resulted in expanded services. The 
project initiated in the Eastern Region, where clients could apply for birth certificates as 
well as passports in Quebec, has produced excellent results to date and continues to be 
successful since it was introduced last year. 

In addition to travel shows, information booths, public promotions and meetings with 
new citizens, the Passport Office contributes greatly to the activities of other government 
organizations, charities and non-profit organizations. For instance, the Passport Office was 
recognized by United Way for its significant donations, as well as its participation in food 


drives, the Childrens’ Wish Foundation, and other special events. 


SUMMARY 

The Passport Office achieved a number of its goals this year, and a few that were not planned 
for, while participating with other government and non-government organizations. This 
role grows every year, and will continue into the new millennium. With the increased emphasis 
on alternative service delivery models, more partnerships and joint efforts are expected, 
and perhaps will lead to even greater success. We must try to look at breaking down 
barriers and making joint programs the way of the future, opening new gates, new roads 


to better places. 


She 


eS 


Diese 


es 


performance indicators the passport office of canada annual report 


The Passport Office uses the following indicators of efficiency to measure its success: vol- 


ume, productivity, revenue and expenditures. 


VOLUME 

The demand for passports is primarily a function of demographics, economic factors and 
weather in Canada as well as the political climate in travel destinations. The demand for 
passports obtained for imminent travel is fairly stable and can be forecast through the 
various demographic trends and travel statistics. Some fluctuations occur in this category 
as a result of changes in airlines’ requirements for travel or countries’ requirements for 
entry. When a passport is acquired for “just-in-case” purposes or as symbol of Canadian 


identity, demand is less stable and can be affected by factors such as the cost of obtaining 


Issued in Canada Issues % of Global Issues 
Regular Passports 1,428,886 94.14 % 
Business Passports 11,918 0.79 % 
Special Passports 3,973 0.26 % 
Diplomatic Passports 1,632 0.11 % 
Certificates of Identity 1,778 0.12 % 
Refugee Travel Documents 4,530 0.30 % 
Total 1,452,717 95.72 % 


Issued at posts abroad* 


Regular Passports 57,287 3.77 % 
Business Passports 6,927 0.46 % 
Special Passports 40 0.00 % 
Diplomatic Passports 294 0.02 % 
Emergency Passports SV} 0.04 % 
Letters of Introduction 0 0.00 % 
Total 65,121 429 % 


Global issues 


Regular Passports 1,486,173 97.91% 
Business Passports 18,845 1.24 % 
Special Passports 4,013 0.26 % 
Diplomatic Passports 1,926 0.13 % 
Certificates of Identity 1,778 0.12 % 
Refugee Travel Documents 4,530 0.30 % 
Emergency Passports 573 0.04 % 
Letters of Introduction 0 0.00 % 
Total 1,517,838 100.00 % 


+ Last quarter of fiscal year estimated. 
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a passport, location of Passport Offices, ease of application, or the weather. This type of 
demand is difficult to forecast accurately. 

In 1997-98 the Passport Office issued a total of 1,518,838 travel documents 
(including foreign operations), an increase of 10 percent over the previous year—the main 
reason being that the Canadian economy performed well in 1997-98. There was strong 
economic growth, a steadily decreasing unemployment rate, and a Canadian dollar that 
held against several European countries. Consumers had a high level of confidence in the 
future and, therefore, they increased consumption and travel expenses. The real disposable 
income used for travel purposes has increased significantly over last year, not only because 
Canadians have reduced their savings, but also because they even have increased their debt 
level in order to sustain their current life style. All of this confirms that Canadians are 
confident about the future. Also contributing to our growth were the hundreds of 


thousands of early retirements last year. 


PRODUCTIVITY 
Historically, the productivity rate has been an important efficiency indicator within 
the Passport Office. Senior management use productivity targets to allocate resources, monitor 


efficiency and develop short- and long-term objectives. 


Passport Office: Performance Targets, 1996-97 


Turnaround Target 1997-98 Forecast 1997-98 Actual 1998-99 Forecast 

Applications received 97% in 10 days 97% in 10 days 97% in 10 days 
by mail 100% in 17 days 100% in 17 days 100% in 17 days 

Applications received 97% in 5 days 97% in 5 days 97% in 5 days 
in person 100% in7 days 100% in7 days 100% in 7 days 


Productivity Target * 


All employees 2,423 2,782 2892 


Production employees only 3,221 3,550 3,142 


* Productivity is expected to decrease initially during the pilots and rollout stages of the new information 
archiving and retrieval system. 

The productivity rate is defined as the number of travel documents issued per 
person-year. There are two variations: the first takes into account all employees (corporate 
and operational) and the second includes operational employees only. 

The productivity rate is influenced by the seasonal fluctuations in the demand for 
passports. As most travel occurs in the last quarter of the fiscal year, more staff are required 
to process applications at that time. (see figure 1) 

The unexpected increase in demand resulted in higher productivity. The Passport Office 
was able to maintain consistent productivity given the fluctuations in demand for the passport 


as well as for seasonal variations in demand. 
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FIGURE 1 (in thousands of dollars) 


REVENUES AND EXPENDITURES 


o) 
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96/97 
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As a Special Operating Agency operating under a cost recovery basis, the Passport Office 


finances its operations entirely from revenues generated by fees received for the provision 


of travel documents. The Passport Office must break even over a four-year cycle. In 1997- 


98, revenue reached $54.3 million, an increase of $5.5 million (11.2 percent) from last year. 


Total expenditures for the year were $48.6 million, an increase of $6.2 million (14.6 percent) 


from 1996-97. This resulted in a $5.7 million surplus on an accrual basis. 


Travel Document Volume (By Type) 


Product/Service Actual Actual Actual Actual Actual 
93-94 94-95 95-96 96-97 97-98" 
24-page Passports 1,286,065 1,365,969 1,472,096 1,347,321 1,486,173 
48-page Passports 15,101 15,807 17,770 16,464 18,845 
Diplomatic Passports 2,244 2,141 1,886 1,763 1,926 
Special Passports 4,179 4,803 5,174 5,493 4,013 
Emergency Passports 1,272 1,209 1,161 895 S73} 
Refugee Travel Documents 7,887 HO 5,843 4,000 4,530 
Certificates of Identity 3,205 2,160 1,487 1,155 1,778 
Total 1,319;953 1,397,106 1,505,417 1,377,091 1,517,838 
*lssues by missions estimated for last quarter of fiscal year 
Turnaround Time 
Application 1997-98 
Submitted by mail 97% in 10 days 
100% in 17 days 
Submitted in person 97% in 5 days 
100% in 7 days 
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PASSPORT OFFICE REVOLVING FUND MANAGEMENT REPORT 

The accompanying financial statements of the Passport Office Revolving Fund have been 
prepared as required by and in accordance with the policy of the Treasury Board on revolving 
funds and the reporting requirements and standards of the Receiver General for Canada. 
The primary responsibility for the integrity and objectivity of data in these financial 
statements rests with the management of the Fund. 

These financial statements were prepared in accordance with the significant accounting 
policies, on a basis consistent with that of the preceding year, as set out in Note 2. Some of 
the information included in these financial statements is based on management's best estimates 
and judgements and gives due consideration to materiality. To fulfill this reporting responsi- 
bility, the Fund maintains a set of accounts which provides a centralized record of the Fund’s 
financial transactions. Financial information contained in the ministerial statements and 
elsewhere in the Public Accounts of Canada is consistent with that in these financial statements, 
unless indicated otherwise. 

The Finance and Administration Division of the Passport Office Revolving Fund complies 
with departmental financial management and accounting policies, develops those 
specific to the Fund’s requirements and issues manuals and directives which maintain these 
policies and which describe procedures. The Fund maintains systems of financial 
management and internal accounting controls which provide management with reasonable 
assurance that transactions are recorded and executed in accordance with its authorizations 


and that its assets are safeguarded. 


APPROVED BY: 


Line Montreuil-Daigle, CMA 


Director, Financial and Administrative Services 


Michael J. Hutton 
Chief Executive Officer 


Note: Complete financial statements can be found in the Public Accounts. 
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ASSETS-Balance Sheet as of March 31, 1998 1998 1997 


Current 


Accounts receivable 


Government of Canada eS 263 $ 183 
Outside parties | 32 237 
Inventories, at cost and average | 
cost (Note 3) DADE 1,651 
Prepaid expenses | 48 88 
phn 2578 $ 2,109 
Long-term | 
Capital (Note 4) | 
At cost 13,296 12,093 
Less: accumulated amortization | 9,538 8,492 
($3,758 $ 3,601 
Other capital assets (Note 4) | 
Technology Enhancement Plan Project | 16,101 12,477 . 
Other capital projects | 3,953 | 
| $20,054 $ 12,477 
| $ 26,382 $ 18,187 | 


——— ee 


(in thousands of dollars) 


LIABILITIES - Balance Sheet as of March 31, 1998 1998 1997 


Current 


Accounts payable and accrued liabilities 


Government of Canada | $ 2,120 $ 1,069 

Outside parties | 
Accounts payable | 5,616 2,280 
Vacation pay | 887 O22 
Contractors’ holdbacks | 136 623 

Current portion of the provision for | 
employee termination benefits | 236 143 
Deferred revenues | BD), 373 
| Bee) S556 

Long-term | 
Provision for employee termination benefits | $ 4,466 $ 3,206 


EQUITY OF CANADA | 


Accumulated net charge against the Fund’s authority | (31,913) (29,405) 
Accumulated surplus | 44,507 38,825 
$ 12,594 $ 9,420 

| $ 26,382 $ 18,187 | 


(in thousands of dollars) 
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Statement of Operations 
for the year ended March 31, 1998 


4) 


Revenues 
Fees earned 


Miscellaneous revenues 


Operating expenses 
Salaries and employee benefits 
Passport materials and application forms 
Passport operations at missions abroad 
Accommodation 


Professional and special services 


Freight, express and cartage 
Printing, stationery and supplies 
Telecommunications 
Amortization 

Travel and removal 

Information 

Repair and maintenance 
Miscellaneous expenses 

Rentals 

Postal services and postage 


Loss on disposal of capital assets 


1998 1997 

$ 54,033 $ 48,721 
216 39 

$ 54,249 $ 48,760 
23,954 21,092 
5,272 5,059 
4,447 4,447 
3229 3,367 
2,404 D225 
Provision for employee termination benefits 1,930 399) 
1,778 1,606 
WSS) 832 
1,128 1,134 
1,071 1,190 
715 433 

437 145 

438 242 

247 16 

176 130 

40 50 

2 52 

$ 48,567 $ 42,419 
$ 5,682 $ 6341 


Net profit 


(in thousands of dollars) 
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Statement of Changes in Financial Position 
for the year ended March 31, 1998 1998 1997 


Operating activities: 


Net profit for the year $ 5,682 $ 6,341 
Add: Provision for termination benefits 1,930 399 
Amortization 1,071 1,190 
Loss on disposal of capital 2 52 

$ 8685 S$ 7/982 

Changes in current assets and liabilities 37299 1,968 


Changes in other assets and liabilities: 
Payments on and change in provision 


for employee termination benefits $ (669) S (215) 


Net financial resources provided by operating activities Sil sis GS 9735 


Investing activities: 


Capital Purchased $ (8,807) $ (5,921) 
Net financial resources used by investing activities § (8,807) $ (5,921) 
Net financial resources provided and change in the 

accumulated net charge against the Fund's authority 

account, during the year GS B08 $ 3,814 
Accumulated net charge against the Fund's authority 

account, beginning of year § 29,405 § 25,591 
Accumulated net charge against the Fund's authority 

account, end of year S393 $ 29,405 

(in thousands of dollars) 

Statement of Authority Provided (used) 
for the year ended March 31, 1998 1998 1997 

Estimates Actual Estimates Actual 
Net profit (loss) for the year $ (4836) $ 5,682 S20 8 Gare 
Add: items not requiring use of funds 1,866 3,003 1,951 1,641 
Operating source of funds (2,970) 8,685 Bal 7,982 
Net capital acquisitions (203) (8,807) (GAY (G82) 
Working capital change (7,997) 3299) (6,036) 1,968 
Other items ~ (4,183) — (1,660) 
Authority provided (used) S (Gio) S Geta) = s Ween) s waco 


(in thousands of dollars) 
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Statement of Accumulated Surplus 


for the year ended March 31, 1998 1998 1997 
Balance, beginning of year as previously reported S33)325 $ 32,484 
Net profit for the year 5,682 6,341 
Balance, end of year $ 44,507 $ 38,825 


(in thousands of dollars) 


Notes to Financial Statements March 31, 1998 


1. AUTHORITY AND PURPOSE 

The Passport Office Revolving Fund was established in 1969 to provide for the issue of 
appropriate travel documents to Canadian citizens and to certain permanent residents of 
Canada who are unable to obtain valid passports from their country of origin. The Revolving 
Fund Act authorized the operation of the Fund. 

The Fund has a continuing non-lapsing authority from Parliament to make payments 
out of the Consolidated Revenue Fund for working capital, capital acquisitions and tem- 
porary financing of accumulated operating deficits, the total of which is not to exceed 
$4,000,000 at any time. An amount of $745,893 representing net assets assumed by the 
Fund and assets contributed to the Fund was charged to this authority when the Fund 


became budgetary in 1981. 


2. SIGNIFICANT ACCOUNTING POLICIES 
a) Inventories 
The inventory of materials and supplies is carried at cost and the inventory of passports- 


in-process is valued at average cost for the year. 


b) Capital 
Leasehold improvements are amortized on a straight-line basis over the term of the appro- 
priate lease. Other capital is amortized from the year of acquisition on a straight-line basis 


over their estimated useful lives as follows: 


Furniture 16 years 
Electronic data processing (EDP) equipment 5 years 
Other equipment 10 years 


c) Other capital 

Effective April 1, 1994 all expenditures associated with the Technology Enhancement Plan 
(TEP) are capitalized. The project costs will be amortized on a straight-line basis over five 
years starting at the completion of the project estimated to be in 1998-99. All project costs 
for the other capital projects will be amortized on a straight-line basis over the useful life 


of the project. 
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d) Employee termination benefits 

Termination benefits accrue to employees over their years of service with the Government 
of Canada, as provided for under collective agreements. The cost of these benefits is record- 
ed in the accounts as the benefits accrue to the employees. The cost of the benefits has been 
adjusted this year to include the portion of the liability from the start date of employment. 


The impact of this change in estimate is an additional cost of $973,017. 


e) Revenue recognition 

Revenues from passport fees are prepaid on application and accounted for on an accrual 
basis. Deferred revenues represents fees received for which the services have not yet been 
provided as of March 31, 1998. 


3. INVENTORIES 


(in thousands of dollars) 1998 1997 
Materials and supplies S isse $ 1,881 
Work in process 131 Ws 


SS APF $ 2,060 


4. CAPITAL AND ACCUMULATED AMORTIZATION 


Balance at Balance 

Capital beginning at end 
(in thousands of dollars) of year Acquisitions Disposal of year 
Leasehold improvements $3143 Sez = Ly AIS 
Furniture D2. 178 Z 2,388 
EDP equipment 4,320 850 18 Sylin2 
Other machine and equipment 2,418 50 7 2,461 
$ 12,093 Sa250 Sy SABA 

Balance at Balance 

Accumulated Amortization beginning at end 
(in thousands of dollars) of year Acquisitions Disposal of year 
Leasehold improvements $ 3,004 $ 189 = 3,193 
Furniture 762 136 2 896 
EDP equipment 3,140 Vf? 18 3,694 
Other machine and equipment 1,586 174 6 1,754 


$ 8,492 $ 1,071 SAS 6 Yis37/ 
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Balance at Balance 

Accumulated Amortization beginning at end 

(in thousands of dollars) of year Acquisitions Disposal of year 
Technology enhancement 

plan project S27 § 3,624 — § 16,101 

Other capital projects 3,600 = 3,600 

$ 12,477 § 7,224 = Sol 


5. LONG-TERM LEASES 
The Passport Office occupies space at twenty-nine locations under long-term leases which 
expire between March 31, 1997 and April 30, 2000. Accommodation expense and tenant 


services consisted of: 


(in thousands of dollars) 1998 1997 
Rentals Saso0 (She W/S 
Tenant services BS 56 


S) 3)565 $ 3,431 


6. CONTINGENT LIABILITY 

On April 15, 1993 a production contract was awarded to a company which quoted on the 
basis of a firm price per unit. The company has indicated that subsequent to this award, 
anumber of events beyond its control significantly altered its production costs. The company 
was able eventually to resolve these difficulties, but has decided to claim against the 


Passport Office for the additional costs. The case was settled in the amount of $121, 446. 


the EXLYda mile 


This year, in the face of so many changes and obstacles, the Passport Office provided excel- 
lent services, expanded its partnerships and services, improved its management and staff 
skills, and developed technology to the fullest. The Passport Office has been effective in 
providing valuable services for the $35 paid by our clients. The Passport Office planned 
and implemented new and diverse security measures. But even more importantly, we do 
our work with pride. When other offices close, we're still there for our clients, all the way 


to the gate...the plane is boarding. 
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This is the third year of our current four-year Strategic Plan (1997-1998 to 2000-2001) and the related Business Plan. 
Since its inception, we have learned that our Strategic Plan is a living document, which needs to be adapted to respond 
to the accelerating pace of change. This Report will reflect our efforts in this regard, as we attempt to maintain and 
improve the quality of our services and the efficiency of our processes while we lay the groundwork for future initiatives. 

As the title “A Step Forward” suggests, the year 1998-99 was characterized not only by success in dealing with 
a number of formidable challenges but also by several seminal steps as we prepare to enter the new millennium. 
For instance, we have successfully piloted our new passport automated and delivery system, IRIS, and will begin full roll 
out early next year. While this application will allow the automation of current processes, it also provides the potential for 
the introduction of new and improved products and services in the future. 

This year, a number of initiatives were successfully completed, others will continue, and some were abandoned. 
Our performance is not perfect. In facing many challenges and attempting to respond to them all at the same time, 
we imposed an overly ambitious burden on ourselves from which we have had to step back. For instance, employees’ 
contributions to a national strategic planning conference and the Being the Best exercise created a formidable reservoir 
of excellent projects and ideas. Recognizing the strain on existing resources, however, senior management reluctantly 


had to make some hard choices, and place a number of these projects and ideas on the back burner. It is clear, however, | 


The many successes we enjoyed in 1998-99 have also made us aware that in 

environment of constant change our most valuable asset is the expertise an 
dedication of our staff and their ability to work together successfully. Indeed, thi 
is the dimension of our business over which we have the most control, and ou 


commitment is to continue to promote team and employee values 


that our employees are an indispensable source of ideas for improving our products and services. We are committed to 
following through on their proposals, and to encouraging new suggestions on an ongoing basis. 

What governs much of our effort and planning is a sense of the history of our organization and an attempt to determine 
its future horizon. Our current products and services have evolved through a series of steps, mostly incremental, some- 
times more dramatic. We are also undertaking a determined and constant effort to scan the horizon as far into the future 
as possible to determine what our clients will expect and require of us. 

The many successes we enjoyed in 1998-99 have also made us aware that in an environment of constant change our 
most valuable asset is the expertise and dedication of our staff and their ability to work together successfully. Indeed, this 

is the dimension of our business over which we have the most control, and our commitment is to continue to promote 
_ team and employee values. The success of our staff in maintaining and improving our services during a period of higher 


| demand and difficult new initiatives gives us a great deal of confidence as we approach the next millennium. 


—- . a, 3 or 


| L Michael J. Hutton, Chief Executive Officer 
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TYPES OF TRAVEL DOCUMENTS 
(1998-1999) 


Figure 17 


mM 
Regular Passports 98.02% 


The Canadian Passport Office’s core business is producing and issuing 
safe and secure travel documents. The majority of these are passports. 
Most Canadian travelers are familiar with the blue 24-page passport. 
Last year, nearly one in four Canadian citizens used it for occasional 
travel — vacations and business trips. Thus, it accounts for 98 per cent of 
all travel documents issued. The 48-page passport very closely resem- 
bles that of the 24-page. Its extra pages make it more convenient for 
frequent travelers such as business people. Both are valid for a period of 
five years. 

In addition to the main 24 and 48-page passports, the Passport Office 
issues the following travel documents: 

Diplomatic Passports-to Canadian diplomats, government officials, 
diplomatic couriers, and private citizens nominated as official delegates to 
international diplomatic conferences. 

Special Passports-to people representing the Canadian government 


on official business. 


Other 1.98% 


—— emergency 0.05% 
—— refugee travel documents 0.28% 
—— certificate of identity 0.07% 


diplomatic passports 0.11% 
— special passports 0.29% 


— business passports 1.19% 


f 2000-01 we will 


Refugee Travel Documents-to persons who the Department of 
Citizenship and Immigration of Canada has determined to be refugees 
under the 1951 United Nations Convention. These documents are valid for 
two years and may be extended to a maximum of five years. 

Certificates of Identity-to non-Canadians legally landed for less than 
three years who are stateless or unable to obtain a travel document from 
their country of origin. The Certificate of Identity allows travel to the coun- 
tries specified in the document and is normally valid for between one and 
two years. 

Emergency Passports-to Canadians stranded abroad. They are issued 
by Canadian consular missions on behalf of the Passport Office. 

The Canadian passport remains the property of the Canadian gov- 
ernment. Obtaining and carrying a valid Canadian passport is not a right. 
It is a privilege. 

Who are our applicants? 
Any Canadian citizen and/or, in some specific cases, landed immigrant 


who travels abroad and needs travel documents to do so is an applicant of; 


PASSPORTS ISSUED IN CANADA 


(in millions) 


Figure 2 


the Passport Office. Nearly one in every four Canadians falls into this 
category. (In 1990, one in every five Canadians held a valid passport.) 

According to the Conference Board of Canada, the average Canadian 
traveler is 55 years of age or older and has a better-than-average dispos- 
able income. Three out of five Canadians have had at least two passports 
during their lives. 

Where do our applicants travel? Sixty-five percent of Canadian travel- 
ers go at least once a year to the U.S. and 40 percent go more than once 
a year. Forty-five percent of travelers go to countries other than the U.S. 

But whatever their age, disposable income, or destination, our appli- 
cants generally want five things. First, they want a passport that is res- 
pected in all countries. Second, they want passports issued in their names 
to be tamper-resistant. Third, while they understand that security is a vital 
concern, they want their passports to be issued within a reasonable time. 
Fourth, they want the passport application process to be less burdensome. 

And fifth, they want more accessible points of service and convenient 


pce hours. 


> > > 1998 1,531,080 


1996 1,328,224 
1994 1,350,587 
1992 1,162,755 
1990 1,167,112 


How doi 
There are 29 Passport Offices located across the country. An applicant 
can apply for a passport in person at any of these and pick it up after five 
business days or have the passport, in certain cases, mailed back to the 
applicant. Applicants can also apply for a passport by mail and receive 
it by mail. In this option, the process is longer as the Passport Office 
normally takes ten business days to process the application. 
Integrity and se 
The integrity of travel documents and the security of the eligibility pro- 
cess are vitally important both for the Passport Office and for bearers of 
Canadian documents. Our commitment to integrity and security ensures 
that Canadian travel documents are trusted and respected throughout 
the world, and that Canadian citizens traveling abroad are treated with 
courtesy and respect. 

Integrity and security are of paramount importance when we process 
an application leading to the issuance of a passport in the applicant’s 


name. They are also critical in other Passport Office’s activities such as 


Figure 3 


ANNUAL VARIATION RATE OF ISSUED PASSPORTS 
(In Percentages) 
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Table 1 VOLUME BY TYPES OF DOCUMENTS 

N LNADA ssued 
Regular Passports 1 530 740 
Business Passports 12 174 
Special Passports 4 636 
Diplomatic Passports 1 S835) 
Certificate of Identity ileal 
Refugee Travel Documents 4 490 
TOTAL 


> ABROAD (Based on Forecasts) 
Regular Passports 57 855 
Business Passports Osh 
Special Passports 45 
Diplomatic Passports 275 
Collective Certificates 0) 


1 554 688 


S75 1998 8.2% 
1996 -8.1% 
1994 13.6% 
1992  -3.0% 
1990 8.1% 


VARIATION RATES IN DEMAND 
FOR CANADIAN PASSPORTS 
For the last forty years, we have seen a decline 


n the growth rate of passport demand. This 


reflects the population growth rate. 


TOTAL 


issued % 
Emergency 7h) | Anil 
Letter of Introduction 0,00 
65 943 4,24 
OF GLOBAL ISSUES | : 7 4,07 
GLOBAL ISSUES 
Regular Passports 1 588 594 98,02 
Business Passports 19 211 1,19 
Special Passports 4 681 0,29 
Diplomatic Passports 1 810 0,14 
Certificate of Identity 1113 0,07 
Refugee Travel Documents 4 490 0,28 
Emergency 732 0,05 
Letter of Introduction 0 0,00 
GLOBAL ISSUES 4 620 631 : 100,00 


CALL CENTRES ACCESS RATE 


(In Percentages) 


Figure 4 


93 % 
80 80% 


1996 1997 1998 


designing and manufacturing the passport. The Passport Office also 
works closely with other government departments within Canada, foreign 
governments, law enforcement agencies and international organizations 
in dealing with passport-related security issues. Through constant vigi- 
lance, the Passport Office ensures that the trust placed in Canadian travel 
documents by travelers and inspection authorities around the world is 
well deserved. 

Responsible spending 

The Canadian Passport Office is a Special Operating Agency of the federal 
government's Department of Foreign Affairs and International Trade. This 
means that, while it is part of the federal government, the Passport Office 
must keep its costs down and finance its activities entirely through sales 
.of travel documents. It does not receive federal funding. In light of this 
context, the Passport Office conscientiously runs itself in a fashion similar 
to the private sector and strives for cost-effectiveness and efficiency, but 
not at the expense of the integrity and security of Canadian travel docu- 


| ments. For this reason, the Passport Office regularly encourages feedback 


industry standard 70% 


> > > 


from its passport holders in order to serve them better and more efficiently. 
Continuously improvir 

How are we adapting to meet the needs of the coming years? We have 
completed all pilot projects related to switching from a manual passport- 
manufacturing process to IRIS, our new automated issuing system. When 
IRIS is fully up and running, it will further enhance the security and integrity 
of Canadian passports. It will make the application process easier and 
more convenient at the same time as it would introduce a series of flexible 
and integrated service delivery options to the issuing process. To further 
this objective, the Passport Office has also re-engineered its application 
forms to make it less burdensome to fill out. These new and simplified form 
will be introduced in the 1999-2000 fiscal year. 

We design our products and services with the needs of our applicants 
in mind. For example, for business travelers it is essential that the passport 
be issued quickly and that it contains enough pages. Recreational travelers 
prefer easily accessible points of service and office hours that better suit 


their schedules. 


Figure 5 APPLICANTS SATISFACTION 


(In Percentages) 
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We have also instituted, in this context, as part of our continuous 
short-cycled improvements to our service, on a trial basis, Express (two- 
business-day) and Urgent (one-business-day) services. In these two 
cases, there are additional charges on top of the regular $60.00 passport 
fee. Urgent and Express passport services are always processed within the 
required time. To further these service delivery options, the Passport Office 
is also looking at developing partnerships, in addition to the Canada Post 
Pilot Projects, with other organizations which can act as receiving agents 
for passport applications. 

We have, furthermore, opened a number of new offices over the 
last few years. This expansion has led to an increase in the number of 
over-the-counter applications. In 1998-99, approximately nine out of ten 


applications were submitted in person and just over one in ten by mail. 


Because of IRIS implementation, we are undergoing major changes in our 
internal business processes. In the midst of this unsettling situation, our 


immediate challenge is threefold: we need to minimize as much as possible 


[7] Unsatisfied 
[5:~ Somewhat Satisfied 
Very Satisfied 


V )F APPLICANT SATISFACTION 
ffi ommitted to providing quality service at a reasonable 
S, questionnaires and focus groups tell us that we’re on 
track, and suggest ways we can do better. In early 1999, over eight 
said they were very satisfied with our services. Naturally, 


27 out of ten 
ae 7 


any disruptions in our service and maintain as much as possible a smooth 
internal functionality on a day-to-day basis. We also need to ensure that, 
during this transition, our employees are fully informed, properly trained 
and given the necessary tools to carry out their responsibilities. Through 
continuous evaluation and mid-course corrections, we are steadily fine- 
tuning and improving the way we work. Step by step we’re getting there. 
Performance on the job. How good are we at what we do? 
The Passport Office handles approximately 2.9 million transactions every 
year. These include processing applications for passports and other docu- 
ments, and answering inquiries. The Passport Office records, on average, 
11,000 transactions in each working day. If previous years are any indica- 
tion, the number of these transactions will increase over the next few years. 
Number of documents issued. 

In 1998-99, the Passport Office delivered 1,620,331 travel documents. The 
24-page regular passports made up 98 percent of these. (See TABLE 7: 
Volume by Types of Documents; FIGURE 1: Types of Travel Documents and 


FIGURE 2: Passports Issued in Canada). This proportion has been relatively 


Figure 6 
(in thousands) 


94-95 95-96 96-97 97-98 98-99 


consistent for the last five years. 

These transactions are a direct function of demand for passports 
as more people travel abroad. Even travel to the United States, where a 
passport is not required, is easier if one has a valid passport, because a 
passport is one’s proof of identity and citizenship. The number of people 
traveling abroad depends on demographics, the state of the economy, 
weather, and the political climate in the countries that are travel destinations. 
Also, airline policy changes regarding travel requirements and destination 
countries’ entry requirements sometimes cause fluctuations in demand. In 
spite of this, it is possible to forecast what would likely be the trend for the 
coming years. 
Variation in numbers of travel documents issued 
The 1998-99 volume of travel documents issued has increased by 7.4 
percent from the previous fiscal year. The size of this year’s increase is 
slightly smaller than the one observed for last year, which was 10 percent. 
Despite the last two years’ substantial increases, however, the average 


annual variation since 1995 has remained constant at the rate of 3.5 percent. 


ISSUED TRAVEL DOCUMENTS BY REGION 


Year 
Eastern 
Ontario 


Western 


[000 


Central 


This is consistent with the forecasted 3.5 percent growth in demand. 
(see FIGURE 3: Annual Variation Rate of Issued Passports). 
Region by region 
Region by region, the number of passports issued closely follows the pop- 
ulation makeup of the country. Ontario has the largest population in 
Canada, and that is where 518, 978 passports, over a third of the total vol- 
ume, were issued in 1998-99. The Western Region-consisting of the west- 
ern Canadian provinces-issued 370,557 passports, nearly a quarter. The 
Central Region (comprised of Ottawa-Hull offices and all mail-in applica- 
tions within Canada and from Canadian nationals residing and working in 
United States) and Eastern Region (Quebec and the Atlantic Provinces) 
issued 330,872 and 328,678, respectively. (see FIGURE 6: Issued Travel 
Documents by Region). 

This year’s observed growth rate in demand for passports in the 
Ontario and Eastern Regions was 7 percent. The Western Region recorded 


a 6 percent increase. The Central Region reported a surprisingly high 


| 13 percent growth in demand. (At this time, we cannot explain why this 
, 
| 


TURNAROUND TIME FOR APPLICATIONS 


(In Percentages) 


Figure 7 


Submitted by mail Turnaround 63% 
Target: 10 days 
Submitted in person Turnaround 96.6% 


Target: 5 days 


increase was so high. The Central Region dealt with a significant rise in the 
number of mail-in applications this year, particularly at the beginning of the 
winter season. In asurvey, more than half of the respondents indicated that 


they needed their passports for winter holidays and other leisure travel.) 


Our toll-free call centres are located in Toronto, Montreal, Surrey and Hull. 
They receive over 1.3 million calls a year. These calls are handled either by 
an interactive voice reply system available twenty four hours per day and 
seven days per week or by our call centre staff during normal business 
hours and working days. Our staff handle questions on the status of 
passport applications, requirements of applying for a passport or travel 
document, prices, urgent applications, and replacing lost or stolen docu- 
ments. In 1998-99, our call centre staff responded to over 1.2 million 
calls—an accessibility rate of 93 percent. The industry standard is 
70 percent. (see FIGURE 4: Call Centres Access Rate.) The automated 
service handles mainly routine requests such as office locations and 


hours of operation. 


1996/97 1997/98 1998/99 
88% 97% 
97% 97% 


Processing time 

The speed with which an applicant receives a passport depends, in part, on 
how he or she applies. If an applicant sent a passport application form in 
by mail, the Passport Office usually processes the application within ten 
business days after receiving it. If the applicant submitted an application 
form in person to anyone of its offices, the Passport Office processes it 
within five business days. 

The Passport Office has continuously drawn closer to meeting its self- 
imposed delivery standards for in-person and mail-in applications over the 
past few years (see FIGURE 7: Turnaround Time for Applications). 

It is rare for the Passport Office to take longer than five or ten business 
days to process an application. Delay is a direct result of either the fact that 
an applicant has not furnished all the requirements or because of security 
reasons. In the latter case, some applications must be examined in greater 
detail. Integrity and security are always our highest priority. Even in these 
cases, however, it rarely takes longer than seven business days to process 


an in-person application and seventeen business days for a mail-in. 


Figure 8 FINANCIAL RESULTS, 1995-99 
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Productivity: how efficient are we? 
Productivity is a measure of efficiency. What resources are needed to do a 
standard job within a specified time? The Passport Office uses two meth- 
ods of calculation to determine its productivity. The first takes into account 
all employees, both corporate and operations. The second involves only 
operations employees. This boils down to “passports issued” divided by 
“full-time equivalents.” 

In 1998-99, operations employees increased their productivity by 
8.2 percent over 1996-97. However, in the coming year, productivity using 
this method will probably drop because we have hired more staff in 
anticipation of the national implementation of IRIS. 
Service satisfaction 
The ultimate judges of our performance are our passport holders. Are they 
satisfied with the level of service they receive from us? 

We believe the answer is yes. In 1998-99, we received over three 
thousand pieces of correspondence. The subjects ranged from requests 


for information to complaints about and compliments on our service. 


Revenues 


Gm Expenses 


Complaints made up only one percent; compliments six percent and the 
rest dealt with requests for information. 

In addition to counting pieces of mail that condemn or compliment 
us, we have run extensive surveys and questionnaires to gauge appli- 
cant’s satisfaction. The results are shown in the accompanying graphics. 


(see FIGURE 5: Applicant Satisfaction). 
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Every year, the Passport Office reviews its strategic plans and business 
accomplishments. The purpose is to reassess external and internal factors 
that may hinder the success of the Passport Office’s mission-critical results. 

From this year’s review we have determined that, in order to keep 
improving the quality of our service and to maintain the integrity and security 
of the travel documents we issue, the Passport Office must continue its 
efforts in four directions. First, we must increase efficiency and produc- 
tivity. Second, we have to take advantage of technological improvements. 
Third, we must continually look for alternative ways to deliver services. 
Fourth, we must always evaluate our service and productivity goals. 

The result of this assessment confirmed the validity of our Strategic 
Plan, with some minor adjustments. The Strategic Plan contains four 
Strategic Imperatives. They assist our efforts in the fulfillment of our man- 
date, vision, and mission. They serve as principles in our endeavors to 
meet the needs of our applicants and remind us of the constraints under 


which we operate. In this way, the four Strategic Imperatives determine the 


AND ENTITI 


EMENT 


\plicatior without requiring 


ocess is much quicker. Second 


rations and tne 


finally, our investi 


specific actions required for us to move forward. (These actions are out- 
lined in our Business Plan.) 
tegic Imperatives (Sl) are as follows: 

1. Fully explore Alternative Service Delivery. This will help reduce dupli- 
cation and costs, achieve government-wide goals, and attract new 
alliances and partners. 

2. Provide management with the necessary skills, information, and pro- 
cesses to strengthen their decision-making capabilities. 

3. Accelerate new technology implementation to ensure that employees 
at all levels have the tools and information they need. 

4. Re-engineer and streamline the application process to reduce incon- 
venience for our clients. 

This year, the Executive Committee also examined the Passport 
Office’s internal governance structure. This involved reviewing its corporate 
planning framework, redefining major components, and creating better 
linkages among major planning blocks. The result of this exercise has partly 


lent itself to the review of the Passport Office’s mission-critical results and 


MICHEL LEDUC — EASTERN OPERATIONS 

This year we modified Eastern Operations’ reporting structure. This affected the Jonquiére 
and Sainte-Foy offices. Now we manage the Jonquiére office from Sainte-Foy. We also 
improved the ergonomic environment of our offices. Health Canada was a big help in this 
assessing each office and interviewing each employee. The Montreal IRIS pilot office was 
instrumental in preparing for the nation-wide roll-out. Ergonomic data entry and the general 
operation of fully automated office were observed, tested, and measured in Montreal. This 
helped in the design of every automated office. 
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the establishment of corporate goals and performance measurements. 
The governance exercise took into account changes that have occurred 

since the current strategic planning cycle began in 1997-98. The Executive 

Committee has reviewed the mission-critical results in light of current con- 

straints and changes to our operating environment and has established the 

most pressing priorities. In terms of corporate goals, they are: 

1. reduce costs and increase cost-effectiveness 

2. improve staff effectiveness 

3. improve employee morale 

4. maintain or increase client satisfaction 

5. improve the state of our finances 

MAJOR ACHIEVEMENTS AND UNDERTAKINGS 

IRIS: a fully automated passport issuance system 

Until now, the Passport Office has been manufacturing passports man- 

ually. We have been tirelessly working for the last four years to introduce 

IRIS, an automated issuing and manufacturing system. The new system 


Ee eorates rapid, reliable and efficient access to accurate security 


records and a high resolution photograph reading capability. It will also 
allow examiners to update passport requirements, including photos, with 
ease and to interface directly with the Passport Control List. We have tested 
this new system extensively. The pilot testing phase has been successfully 


completed and we will implement IRIS nationally early next year. 


The National Strategic Planning Con 

In June 1998, 75 Passport Office employees met at Mont-Gabriel in 
Quebec for a strategic planning conference. Based on the Passport 
Office’s vision - to be a role model of successful and efficient service within 
the government - the participants were not only to assess organizational 
health and management priorities program, but also to develop an action 
plan which will assist the Passport Office in improving service and internal 
work processes. This exercise was very fruitful. Their recommendations 
not only further clarify the objectives of our four main Strategic Imperatives 
but also bring to bear a need to redefine our corporate framework. Many of 
their suggestions have already been implemented while others are to be 


integrated with future planning considerations. 


One of the most innovative projects we have undertaken is the Passport 
Card project. Essentially, the Passport Office is exploring the possibility 
of replacing the traditional passport booklet with a new, wallet-sized, 
machine-readable card. Of course, the passport card will not come into 
general use until the concept has been accepted and implemented 
internationally. But when it does, we’ll be ready. We are discussing both 
the design of the card and production options with the Department of 
Citizenship and Immigration Canada. 

We are also actively exploring the best way to standardize the use of 
wallet-sized passport cards world-wide. For this purpose, we are working 
very closely with our conferees at the International Civil Aviation 
Organization (ICAO) and the International Organization for Standardization 
(ISO) in such areas as card design and format, electronic data storage and 
embedded security features. 


ity for children 


During the 1998-99 fiscal year, the International Civil Aviation Organization 
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lescribe the past year. To get ready for IRIS, the Toronto, Thunder Bay, 

r offices relocated. The other offices are planning similar moves or expansions 
ent service continues. Hamilton piloted a voluntary mail-back service. 

ind 48-hour Express service. Kitchener has been pro-active in pilot- 


to implement it in the nationa 


roll-out. We couldn’t have done these 


ur employees ar 


d | want to express my gratitude to them 


and a report of a Canadian Parliamentary committee on /nternational 
Child Abduction have both recommended that, to assist in the curtailing of 
transnational illegal trafficking of children, the Passport Office should study 
the possibility of implementing the principle of one person one passport 
regardless of age. This measure means that all children under the age of 16 
would be required to carry a passport issued in his or her own name as 
opposed to the current practice whereby the name of any child under the 
age of 16 could be added onto one of the parent’s or the legal guardian’s 
passport. It is also to be noted that, under the current practice, if either the 
parents or the legal guardians so desire, a minor child could apply for a 
passport to be issued in his or her own name. 

Alternative Service Delivery (ASD) 

Within the framework of the ASD, the Passport Office has put in place a 
pilot project with Canada Post Corporation whereby the latter’s employ- 
ees act as receiving agents in Cornwall and Sudbury. There are also four 
other projects with the Department of Citizenship and Immigration; these 


include a collocation project (London), a joint application form whereby 
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During my first year with the Passpor 
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together an 


GARY MCDONALD — MANAGEMENT SERVICES AND TEP 


For the Management Services and TEP, 1998-99 was the year IRIS came into being. After 
years of hard and intense effort, the Passport Office is now ready to enter the new n 


18-month action pla 


with a state-of-the-art technological infrastructure. This will allow the Passport Offi 


more efficiently offer a greater number of services to the traveling public, while maint 


its unparalleled level of integrity and security. 


PIERRE R. BELISLE 


aining 


FINANCIAL AND ADMINISTRATIVE 


Two important events characterized our year. First, the imple 


Financial and Administrative Service 


5 Oversaw a record n 


to accommodate new IRIS counters in all offices 


The second important event was the implementation of PASSAP, t 


financial and administrative management system. This kind of 


there are inevitable delays. Despite a steep learning curve, e 


the new system which will redefine financial and adi 


an applicant can simultaneously apply for passport and citizenship docu- 
ments (Edmonton), a sharing of call centre service (Surrey) and a joint 
identity card project. These initiatives, once completed and reviewed, will 
provide the Passport Office with a set of required criteria for determining 
a basis for forming a partnership and alliance with both the public and 
private sectors in an effort to improve services, to provide greater access- 
ibility, to eliminate duplication and to reduce costs. 

In addition, to increase access, the Passport Office is also exploring 
the feasibility of offering services via the Internet. 
Improving Our Call Centres: 
Computer Telephony Integration (CTI) 
This is part of our continuing commitment to serving our applicants through 
a comprehensive call-centre service. This project, which will replace and 
standardize all our existing telephone systems and integrate new infra- 
structure with automated messaging capabilities, began in 1995-96. As of 


this time, we have purchased new high-end CTI servers and developed 


eoae applications to run them. This will allow our Call Centre staff 


to track calls, measure caller accessibility rates, and create and update 
message scripts with ease. Our Call Centres are located in Toronto, Hull, 
Montreal, and Surrey. 
OUR PEOPLE 
Training and recognition: investing in ou 
All of the numbers, charts, and graphs in the Performance section of this 
annual report point to real human achievements. Our employees are the 
real reason for our excellent performance. It’s been said before and it’s 
worth saying it again: “we are where we are because of our employees.” 
The excellence and competence our employees demonstrate are, in 
part, a direct result of time and effort we invest in training and developing 
them and in recognizing that the Passport Office truly would not exist with- 
out them. We also have incentive programs to encourage our employees 
to continue their life-long training during their stay at the Passport Office. 
And we hope this stay will be along one. 
They encourage us both by the quality of their work and their sheer 


loyalty. One third of our employees have worked in the Passport Office for 


EMPLOYEE YEARS OF SERVICE 
(In Percentages) 


Figure 8 


more than ten years. This portion can be broken down as follows: sixty- 
nine employees have been with the Office between eleven and fifteen 
years; thirty seven between sixteen and twenty years; forty six employees 
between twenty one and twenty five years; thirty nine between twenty six 
and thirty years; six employees between thirty one and thirty fives years; 
and one, Betty Cameron, for more thirty five years. To honour and recog- 
nize this loyalty and excellence, the Passport Office introduced the Awards 
and Recognition Program in 1997-98. This program honours our employ- 
ees and their colleagues for the meticulous work, dedication to an excellent 
service, and exemplary teamwork spirit. The Passport Office also gave 
awards to those who have reached a certain milestone, as of March 31, 
1999: awards given to thirteen employees for their fifteen years of service, 
eight employees for twenty years, seven employees for twenty five years, 
nine employees for thirty years and one for thirty five years of service. 
The Passport Office also honours fifteen employees with an appreciation 
award; three with excellence; seventeen for teamwork and four with 


Passport Office awards. 


=>. = = as 0-5 51% 
6-10 19% 

a} 11-15 10% 

16-20 6% 

=) 21-25 7% 

26-30 6% 

30+ 1% 


We continually encourage employees’ suggestions on how to improve 
administration and service delivery. To further this objective, our employees, 
at our Strategic Planning Conference, held at Mont Gabriel, in June 1998, 
made a series of suggestions and recommendations. The booklet, Being 
the Best, represents their excellent suggestions and valuable contributions. 
Further Steps... 

Major changes derived from the steps the Passport Office had put in place 
in 1998-99 in the way the Passport Office will issue and produce a passport 
constitute a prelude to what are yet to come in the next few years. Among 
these, the Passport Office will look at ways and means to increase its 
service capacity by developing multilevel service options and multi-access 
points for application process just as it will explore the possibility of 
increasing electronic linkages with other organizations to support its 


endeavour in offering Canadians better services. 


Sl-2 MANAGEMEN: 


DECISION-MAKING 


S1I-3 INFORMAT 


TECHNOLO 


Si-4 RE-ENGINEERING 


APPLICATION 


PROCESS 


Encourage innovation at the Passport Office. 
Receiving Agents. 


Integrated Financial and Materiel Management System. 
Competency profile of management team. 


Activity-based costing system. 
Application of Universal Classification Standard (UCS). 


To develop and maintain a process for ensuring that the 
Passport Office is a quality organization as defined by 
the National Quality Institute and Canada Award for 
Excellence (CAE). 


Build Executive Calendar System. 


Technology Enhancement Program (IRIS), an automated 
passport issuing system. 


Super Server project. Implement a more fault-tolerant 
and easily ungradable server environment that could 
handle remote messaging, Intranet and administrative 
database services. 


Desktop Pilot: new hardware and software. Implement 
a more stable and robust desktop computer system, 
and standardized application software throughout the 
Passport Office. 


Computer Telephony Integration (CTI) system. 
Replace and standardize our telephone call center 
equipment and software. 


Automated Records Management System. 


Passport cards. Eventually, the standard passport 
booklet will be replaced by a machine-readable wallet- 
sized laminated card with embedded security features. 


Debit/Credit card Project. 


Review and simplified application form. 


Express, Urgent and mail-back. These delivery service 


_ Options are offered on a trial basis with an additional 


service charge. 


Partnership with Canada Post, on a trial basis, 
is still on-going and to be evaluated in 1999-2000 
fiscal year. 


On-going. Planned for completion in 1999-2000. 
On hold due to implementation of IRIS 
and UCS. 


All activities have been completed. 
Will convert to UCS in late 2000. 


Most of CAE-related initiatives are under 
evaluation in light of internal governance study. 
Many activities were postponed while others, 
previously dormant, have been reactivated. 
These included Performance Indicators and 
key measures etc. 


System design and delivery structure 
under review. 


Completed all pilot projects. Planned for a nation- 
wide roll-out to be completed in March 2000. 


Migrated server to full production environment. 


Completed this project in 1998-1999. 


Implemented in all our call centres in 
September 1999. Will be fully operational 
by December. 


ForeMost successfully implemented at Headquarters 
and half of the Regional Offices. The remaining work 
will be completed by the end of 1999-2000 fiscal year. 


On-going. This project requires extensive 
cooperation among several federal 
departments and international organizations. 


Completed. In 1998-1999, 35% of annual receipts 
were collected using debit or credit cards. 


Completed and to be implemented in 1999-2000. 


Projects started, on-going and evaluation to be 
conducted in the foreseeable future. 


As a Special Operating Agency operating with a Revolving Fund, the 
Passport Office finances its operations entirely from revenues generated 
by fees received for the provision of travel documents. The Passport 
Office must break even over a four-year cycle. In 1998-99, revenues 
reached $58.5M, an increase of 7.8% over the previous year. Total 
expenses for the year were $55.6M, an increase of 14% over the previ- 
ous year. The net profit for the year was $2.9M. 

The trend over the last 5 years has shown an overall steady increase 
in sales of travel documents represented by a total increase of 18% in 
5 years. Expenses have also increased due to this extra volume and the 
amortization of our investments. 

In 1998-99 the Passport Office has invested $12.4M in its 
future which represents 21% of its total revenues earned in the year. 
These investments are to meet our increasing volumes, to improve 
service, to invest in our infrastructure, and to ensure the integrity of 


the travel documents. 


MANAGEMENT REPORT 

The accompanying financial statements of the Passport Office Revolving 
Fund have been prepared as required by and in accordance with the 
policy of the Treasury Board on revolving funds and the reporting require- 
ments and standards of the Receiver General for Canada. The primary 
responsibility for the integrity and objectivity of data in these financial 
statements rests with the management of the Fund. 

These financial statements were prepared in accordance with the 
significant accounting policies, on a basis consistent with that of the 
preceding year, as set out in Note 2. Some of the information included in 
these financial statements is based on management's best estimates 
and judgements and gives due consideration to materiality. To fulfill this 
reporting responsibility, the Fund maintains a set of accounts which pro- 
vides a centralized record of the Fund's financial transactions. Financial 
information contained in the ministerial statements and elsewhere in 
the Public Accounts of Canada is consistent with that in these financial 
statements, unless indicated otherwise. 

The Finance and Administration Division of the Passport Office 
Revolving Fund complies with departmental financial management 
and accounting policies, develops those specific to the Fund's require- 
ments and issues manuals and directives which maintain these policies 
and which describe procedures. The Fund maintains systems of financial 
management and internal accounting controls which provide manage- 
ment with reasonable assurance that transactions are recorded and 
executed in accordance with its authorizations and that its assets are 


safeguarded. 


Pierre R. Bélisle 


Director, Financial and Administrative Services 


Michael J. Hutton 


Chief Executive Officer 


PASSPORT OFFICE REVOLVING FUND 


BALANCE SHEET AS OF MARCH 31 
(in thousands of dollars) 


ASSETS 1999 
Current 
Accounts receivable 998 
Inventories, at cost and 
average cost (Note 3) 2 253 
Prepaid expenses 156 
3 407 
Long-term 
Capital Assets (Note 4) 
At cost 45 505 
Less: accumulated amortization Wal Wale 
34 389 
37 796 
LIABILITIES 1999 
Current 
Accounts payable and accrued liabilities 7 666 
Current portion of the provision for 
employee termination benefits 227 
Deferred revenues 753 
8 646 
Long-term 
Provision for employee termination 
benefits 4769 
EQUITY OF CANADA 
Accumulated net charge against the 
Fund's authority (23 067) 
Accumulated surplus 47 448 
24381 
37 796 


ee ————————— 


The accompanying notes are an integral part of the financial statements. 
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143 
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3 206 


(29 405) 
38 825 
9 420 
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2 060 
82 
2 531 


18 845 
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il SS) 
13 930 


3 416 


180 
419 
4015 


3 022 


(25 591) 
32 484 
6 893 


13 930 


273 


1 031 
66 
1 370 


15 616 
6 328 
9 288 
10 658 


4 801 


144 
209 
5 154 


2 953 


(26 687) 
29 238 
255i 


10 658 


R THE YEAR ENDED MARCH 31 
(in thousands of dollars) 


LOO LOO SIS 1995 


Revenues 58 505 54 249 48 760 53 156 49 610 
Operating expenses 
Salaries and employee benefits 29 985 23 954 21 092 20 961 20 636 
Passport materials and application forms Is) Gifts) QUE 5 059 6 020 5 417 
Passport operations at missions abroad 4 447 4 447 4 447 4 447 4 447 
Accommodation 3 670 3 329 3 367 3 375 3 418 
Professional and special services 3 093 2 404 Zeee5 2 458 2 697 
Freight, express and cartage 2 104 i TATA 1 606 1 833 1 613 
Amortization 1814 1071 1 190 1 344 1 287 
Printing, stationery and supplies 1 363 1 199 832 779 724 
Telecommunications 1 242 1128 1 134 942 1 es 
Other 2 471 3 985 1 467 2 001 1 458 
55 564 48 567 42419 44160 42852 
Net profit 2 941 5 682 6 341 8 996 6 758 


RPLUS FOR THE YEAR ENDED MARCH 31 
(in thousands of dollars) 


1998 1997 Le TEs 
Balance, beginning of year as 

previously reported 44 507 38 825 32 484 29 238 22 480 
Transfer of part of the accumulated surplus 

to the accumulated net charge against the 
Fund's authority account (5 750) 
Net profit for the year 2941 5 682 6 341 8 996 6 758 
Balance, end of year 47 448 44 507 38 825 32 484. 29 238 


IPASSPORT OFFICE REVOLVING FUND 


STATEMENT OF CHANGES IN FINANCIAL 


(in thousands of dollars) 


Operating activities: 
Net profit for the year 
Add: Provision for termination benefits 
Amortization 


Loss on disposal of capital assets 


Changes in current assets and liabilities 


Changes in other assets and liabilities: 
Payments on and change in provision 


for employee termination benefits 


Net financial resources provided by 


operating activities 


Investing activities: 
Capital Purchased 
Net financial resources used by 


investing activities 


Financing Activities: 
Transfer of part of the accumulated surplus 
to the accumulated net charge against the 
Fund’s authority account 


Net financial resources used by financing activities 


Net financial resources provided and change 
in the accumulated net charge against the 


Fund’s authority account, during the year 


_ Accumulated net charge against the Fund’s 


authority account, beginning of year 


- Accumulated net charge against the Fund’s 


authority account, end of year 


1999 


2941 
456 
1814 
31 

5 242 
(1 512) 


(154) 


3 576 


(12 422) 


(12 422) 


(8 846) 


31 913 


23 067 
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3 814 
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8 996 
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1344 
61 

10 848 
(2 300) 


(379) 


8 169 


(3 515) 


(3 515) 


(5 750) 
(5 750) 


(1 096) 


26 687 


PaSy SS) 


6 759 
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22 
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916 


(235) 


9 238 


(5 542) 


(5 542) 


3 696 
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The Passport Office Revolving Fund was established in 1969 to provide for the 
issue of appropriate travel documents to Canadian citizens and to certain 
permanent residents of Canada who are unable to obtain valid passports from 
their country of origin. The Revolving Fund Act authorized the operation of the 
Fund. The Fund has a continuing non-lapsing authority from Parliament to make 
payments out of the Consolidated Revenue Fund for working capital, capital 
acquisitions and temporary financing of accumulated operating deficits, the total of 
which is not to exceed $4,000,000 at any time. An amount of $745,893 repre- 
senting net assets assumed by the Fund and assets contributed to the Fund was 
charged to this authority when the Fund became budgetary in 1981. 


(a) Inventories 
The inventory of materials and supplies is carried at cost and the inventory of 
passports-in-process is valued at average cost for the year. 


(b) Capital 

Leasehold improvements are amortized on a straight-line basis over the term of 
the appropriate lease. Other capital is amortized from the year of acquisition ona 
straight-line basis over their estimated useful lives as follows: 


(c) Other capital 

Effective April 1, 1994 all expenditures associated with the Technology 
Enhancement Plan (TEP) are capitalized. The project costs will be amortized ona 
straight line basis over the life of the project. Amortization is estimated to start in 
1999-2000. All project costs for the other capital projects will be amortized on a 
straight line basis over the useful life of the project. 


(d) Employee termination benefits 

Termination benefits accrue to employees over their years of service with the 
Government of Canada, as provided for under collective agreements. The cost of 
these benefits is recorded in the accounts as the benefits accrue to the employees. 


(e) Revenue recognition 

Revenues from passport fees are prepaid on application and accounted for on an 
accrual basis. Deferred revenues represents fees received for which the services 
have not yet been provided as of March 31, 1999. 


(in thousands of dollars) 1999 1998 
Materials and supplies 2072 1 996 
Work in process 181 131 

2 PS PAPE 


4. CAPITAL AND ACCUMULATED AMORTIZATION 


Balance at Balance 
Capital beginning at end 
(in thousands of dollars) of year Acquisitions Disposal of year 
Leasehold Improvements 3 295 3 = 3 298 
Furniture 2 388 Mi 72 PMs) 
EDP Equipment 4) ey? 274 150 5 276 
Other Machine & Equipment 2 461 —_ 33452 4A 
13 296 367 267 13 396 
Accumulated Balance at Balance 
amortization beginning at end 
(in thousands of dollars) of year Amortizations Decrease of year 
Leasehold Improvements 3 193 93 = 3 286 
Furniture 897 ei 46 988 
EDP Equipment 3 694 568 148 4114 
Other Machine & Equipment 1754 156 42 __—«1:&868 
9 538 954 236 10 256 
Balance at Balance 
Other Capital Assets beginning at end 
(in thousands of dollars) of year Acquisitions Disposal of year 
Technology Enhancement 
Project 16 101 9117 - 25 218 
Other Capital Projects 3 953 2 938 7 = 6 891 ; 
20 054 12 055 0 32 109 
Accumulated Balance at Balance 
amortization beginning at end 
(in thousands of dollars) of year Amortizations Decrease of year 
Other Capital Projects - 860 oe 860 
0 860 0 860 


5. LONG TERM LEASES 
The Passport Office occupies space at twenty-nine locations under long term 
leases which expire between March 31, 1996 and April 30, 2003. 


Accommodation expense and tenant services consisted of: 


(in thousands of dollars) 1999 1998 

Rentals 3 670 Secu 

Tenant Services eo 2308 
3 943 3 565 
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Mailed in Applications | 

The Passport Office 

Department of Foreign Affairs and 
“International Trade | 

Ottawa, Canada 

K1A 0G3 


Applications sent 
oulevard West by courier 
Montréal, Quebec H2Z 1X4 Passport Office 
Office 30: - 17:00 Commercial Level 2, 
es Place du Centre 
200 Promenade du Portage 
Hull, Quebec J8X 4B7 


Enquiries 

Local calls from: 
Ottawa-Hull and area 
(819) 994-3500 


Montréal and area 
(614) 283-2152 


“Toronto and area 
(416) 973-3251 


Vancouver and area 
(604) 586-2500 


Toll free 
1-800-567-6868 


TTY 

(For deaf or hard of hearing 
(persons) 

(819) 994-3560 


S7KOE1. 
Office hours: 08 :30 - 16:00 


Web Site 
www.ppt.ge.ca 
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Chief Executive Officer 


Across the country, the implementation 
of IRIS, the Passport Office’s automated 
passport issuance and production 
system is under way. The IRIS system 
combines fast and reliable access to 
records, sophisticated photo-scanning 
capabilities, enhancement of our 
security and integrity processes and 


convenience and flexibility for users. 
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The theme of this year’s annual report, The Road Taken, evokes the journey we are on, 
suggests the direction we want to take and defines the way we want to conduct business. 

It outlines how we fulfil and enhance our ongoing mission to provide Canadians with secure 
travel documents. The report reveals that we are adapting to an ever-changing economic and 
social environment. Highlighted in this year’s report is our status as a special operating 
agency. Over the past decade, this status has served, perhaps more than anything, to guide 
us on our journey along The Road Taken. 


In 1990, as one of five special operating agencies, we were granted specific administrative, 
operational and fiscal responsibilities. We began to operate like a private business. In return 
for this increased autonomy, the Passport Office was now accountable for meeting 
demanding performance standards including better service to the public. 


In 1999-2000, a review was conducted of the Passport Office’s special operating agency 
status. Results confirmed that while the agency performed well as a public institution, 
changes were required to clarify and improve its accountability framework. This process is 
already well under way. Across the country, the implementation of IRIS, the Passport 
Office’s automated passport issuance and production system, is also under way. The IRIS 
system combines fast and reliable access to records, sophisticated photo-scanning 
capabilities, enhancement of our security and integrity processes and convenience and 
flexibility for users. 


As fate would have it, in the first months of the year 2000 the implementation of IRIS 
coincided with a dramatic increase in demand for travel documents. Well beyond that of a 
normal peak season, this demand, along with the relocation and refitting of several offices to 
support the new technology, placed unprecedented pressure on our employees. It also 
impacted, on occasion, the quality of service we provide to our clients. The Road Taken has 
not been smooth but IRIS has nonetheless paved the way for major service improvement 
initiatives scheduled for implementation in fiscal year 2000-2001. 


I salute the dedication of our employees. Individually and as a team, they responded to 
extraordinary challenges in an exemplary fashion. Despite the immense effort and constant 
commitment demanded of them as we continued to recruit and train new employees in 
response to the needs of new technology, the quality of their output was never compromised. 


In the 1999 Public Service Employees Survey, the majority of Passport Office employees said 
they liked their work and are proud of the agency. I am proud of our employees and am 
dedicated to enhancing the environment in which they work. 
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Michael J. Hutton 
Chief Executive Officer 


The Passport Office has been charged by the Secretary of State for External Affairs to 
administer all matters relating to the issuing, revoking, withholding, as well as the 
recovery and use of passports, and to the development of passport policy. 


The Passport Office is a special operating agency of the Department of Foreign Affairs and 
International Trade. It reports to the Deputy Minister. 


To facilitate the travel of Canadians throughout the world by providing internationally- 
respected travel documents and services. To build alliances and partnerships with 
other governmental agencies and private sector industries to enhance the security 

and delivery of identification documents and related services. 


To be regarded by our clients and the public as a model of successful and efficient | 
government service in Canada. 


Our Services 


The Passport Office issues a variety of travel documents and related delivery services. 


Refugee Travel Documents 0.28% 


Certificate of Identity 0.07% 
Diplomatic passports 0.11% 


Regular passports 
98.5% 
24 pages 


Special passports 0.29% 


Business passports 1.19% 


Distribution of passports and other travel documents 
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Passports and Related Services 


The 24-page passport is currently issued to over six million Canadian citizens for leisure 
and business travel. It accounts for 98 per cent of all travel documents issued. The 
passport is valid for five years. Children under 16 may be added to a parent’s passport or 
they may have their own. The 48-page passport resembles the 24-page passport, but is 
more convenient for frequent travellers such as business people. 


How To Obtain a Passport 


Canadians can apply for a passport in person at any of 29 service centres located across 
the country. They can pick up their passport after five business days or have it mailed 
back to them from certain offices. Canadians can also apply for a passport by mail. 
Normally the passport is returned to the applicant in 10 working days. 


The Passport Office also offers a pilot project service for urgent (1 working day) and express (2 
working days) delivery in participating offices, for an additional fee. Canadians stranded 
abroad may be issued replacement or emergency passports by Canadian consular 
missions on behalf of the Passport Office. 


Other Travel Documents 


Diplomatic passports are issued to Canadian diplomats, senior government officials, 
diplomatic couriers and private citizens nominated as official delegates to diplomatic or 
international conferences. 


Special Passports are issued to people representing the Canadian government on 
official business. These include members of the Privy Council, Members of Parliament, 
provincial Cabinet members, public servants and private citizens nominated to 
conferences that are not diplomatic in nature. 


Refugee Travel Documents are issued to persons who have been determined by 
Citizenship and Immigration Canada to be legally landed refugees under the 1951 United 
Nations Convention on the Status of Refugees. Refugee travel documents are endorsed for 
travel to all countries, except the holder’s country of origin. They are valid for two years 
but may be extended up to a maximum of five years. 


Certificates of Identity are issued to legally-landed immigrants who have resided in 
Canada for less than three years and who are stateless or unable to obtain a travel document 
from their country of origin. The certificate of identity is endorsed for travel to countries 
specified in the document and is valid for not less than one year but not more than two years. 
One year extensions are granted up to a maximum of three years. 


The Road Taken 
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The Road To Self-Management 


Keeping pace with the globalization of the market economy the stature of the passport 
as a symbol of cross-border travel continues to grow. Canadians are aware from their 
own travel experiences that countries everywhere respect the Canadian passport. The 
story of this modest booklet reveals not only the trail of borders crossed and the places 
visited, but reflects well on the Agency that has vigilantly guarded and guided its use 
and development. 


Entering the twenty-first century, we can marvel at the great distance we have covered 
since 1900 when the cost of a passport was $1. There have been many milestones since, 
such as the release of the booklet standard in 1922, the requirement of Canadian 
citizenship for passport issuance in 1947, the need for proof of citizenship in 1969, the 
introduction of machine-readable passports in 1985 and the Passport Office’s official 
designation as a special operating agency (SOA) in 1990. It has been a very interesting 
hundred years indeed and the last years as a special operating agency have been 
especially significant in the Passport Office’s development. As the world and internet 
commerce evolve, so must governmental services. Service delivery must respond to 
growing public demands and to the shift towards a technologically-driven global 
community. 


So we find ourselves on The Road Taken, a journey the Passport Office began more 
years ago than we can remember. Beyond the blind turns, we gathered speed, 
descending into uncharted valleys only to rise again with great expectations into the 
high country. It has not always been possible to see clearly ahead, nor to avoid obstacles 
along the way. While the rhythm has varied, the march has been steadily forward. 


The 1999-2000 fiscal year marks the 10th anniversary of the Passport Office’s official 
status as an SOA of the Department of Foreign Affairs and International Trade. As 
significant as this milestone is, it could be argued that the Passport Office enjoyed 
special status long before it became an SOA. Since 1969, the Passport Office has been 
empowered to offset its operating costs through the recovery of passport fees. It has 
decentralized its operations through a network of regional offices and taken a 
leadership role in embracing innovation. These were the critical first steps on the road 
to self-management. 
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The Decade In Review 


In 1990-1991, the Passport Office submitted its Framework Document and business plan to Treasury Board for 
special operating agency (SOA) status. It became the first of five special operating agencies to adopt a business 
model based on greater efficiency, flexible resource allocation, and a consumer-based service. In its first year, the 
Passport Office (PPT) successfully met its production and service commitments. 


In 1991-1992, the Passport Office established the Advisory Board with representatives from the Department of 
Foreign Affairs and International Trade, and central agencies such as Treasury Board, and other SOAs and Crown 
corporations. The Secretary of State for Foreign Affairs approved new passport security enhancements, such as 
guarantor verification, emphasis on applicants applying in person and greater cooperation with Canada Customs and 
the RCMP. 


In 1992-1993, the Executive Committee was created comprising the CEO, the directors of regional operations and 
those of Security, Finance, Human Resources, Administration and Strategic Planning. New points of service were 
opened in Brampton, St. Catharines and Kitchener. The PPT introduced its national toll-free telephone service and 
customer traffic management system. The Correspondence Unit was created to respond to regular mail. 


In 1993-1994, the PPT completed Phase 1 of its Technology Enhancement Program (TEP). It also introduced a new 
passport booklet with additional security enhancements to prevent tampering. The PPT launched Passages, its staff 
newsletter, to reflect its corporate culture. 


In 1994-1995, quality of service initiatives were introduced, consisting of participation in a national study conducted 
by the Institute for Research and Public Policy, that resulted in new client service standards for the Passport Office. 
Front-line employees were empowered with more authority to resolve complex issues. The PPT initiated a major 
review of passport policies and procedures to ensure their uniform application in all offices. 


In 1995-1996, the Office commissioned Environics Research Group to conduct a national client survey in order to 
measure customer satisfaction and client expectations. It created an advisory group on secure documents, composed 
of experts in the field of document security. Communications and Marketing produced an award-winning video, 
The First Step In Your Journey, to guide travellers through the few easy steps to obtaining a passport. 


In 1996-1997, automated 24-hour telephone services were installed in all regions to handle public enquiries. 
Partnerships with Revenue Canada, Citizenship and Immigration Canada and the RCMP allowed for progress to be 
made in the development of machine-readable passport/identification documents and cards. OSCAR (the precursor to 
IRIS) is launched as a pilot project in Montreal, Kitchener, Vancouver, North York and Hull. The Correspondence 
Unit began responding to e-mail enquiries. 


In 1997-1998, the Office deployed PASSAP, the integrated financial and material management system. Through its 
leadership role, the Passport Office’s participation in the common-card technology project with CIC results in Canadian 
specifications being adopted by the International Civil Aviation Organization (ICAO). The Office strikes a partnership 
with Canada Post, allowing participating post offices to act as receiving agents for passport application forms. 


In 1998-1999, the Passport Office completed testing of IRIS, the automated processing, data retrieval and passport 
production system. The PPT introduces standardized software applications from Corel, Netscape and Novell in all its 
offices. The use of debit/credit cards is introduced at all points of service, resulting in speedier service. Express, 
urgent and mail-back services,were introduced, on a trial basis, in selected offices. 


In 1999-2000, the PPT completes its Governance Study. The ratio of passports issued by IRIS reaches 50 per cent. 
The PPT creates the New Business Ventures Directorate responsible for Alternative Service Delivery and other 
initiatives such as the partnership with CIC to produce their citizenship identity card. 
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A Special Operating Agency 


The status of the Passport Office (PPT) as a special operating agency allows it to have 
greater operating flexibility as an organization. This means there are greater 
expectations about its performance, and for stricter accountability from its leadership. 
The Framework Document is the charter defining PPT’s objectives as a special operating 
agency (SOA) under which it must operate in accordance with existing financial, 
administrative and labour standards. 


The Passport Office has done well in meeting its core objectives, in particular in the area 
of innovation. For example, developments in machine readable passports and computer 
automation have thrust the PPT into new partnerships, ventures and strategic alliances, 
such as those struck with Canada Post (to act as an application form receiving agent), 
Revenue Canada CANPASS project and Citizenship and Immigration Canada. 


These efforts have been recognized by the Citizen-Centred Service Network, a research 
organization that disseminates best practices from educators, the private sector, and all 
levels of government. The Passport Office served as a case study entitled, /7troducing 
Flexibility into Operations: The Passport Office, A Special Operating Agency of the 
Department of Foreign Affairs and International Trade. The study helped the Network 
garner the Institute of Public Administration of Canada (IPAC) Gold Medal for 
Innovative Management. 


After 10 years of evolution, SOA operations are under review by Treasury Board. The 
Passport Office was selected by the Treasury Board Secretariat (TBS) and the 
Department of Foreign Affairs International Trade (DFAIT) for the evaluation of the 
concept and of the accountability of special operating agencies. DFAIT and the PPT 
jointly undertook a governance study of their mutual relations. This was in response to a 
request by the TBS that the Agency’s charter or Framework Document as a special 
operating agency be updated. Senior officials of both the department and the Office had 
been calling for an improved understanding of the roles and responsibilities of both with 
respect to the Passport Office’s program. 


The governance study concluded that, on the continuum of organizational options, the 
placing of the Office as an SOA was about right. There was no need for more 
departmental control nor for significantly more autonomy. 
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Our Applicants and Their Preferences 


In 1999, Canadians made 4.3 million trips abroad, an increase of 0.8 per cent from 1998. 
This was the highest number of trips ever in one year. Canadians also made 14.1 million 
overnight trips to the United States in 1999 including 2.7 million business trips. Clearly, 
travel is a growth industry and Canadians everywhere are joining the throngs of leisure 
and business travellers. This trend serves to reinforce the need to protect the passport’s 
integrity and to maintain the high level of service that Canadians have come to expect. 


The success of the Passport Office has been garnered through an ongoing balance between 
three central themes: security (the protection of our borders and the identity of our 
citizens), convenience (multiple points of service and a simplified application and renewal 
process) and affordability. 


As a guide to addressing these related priorities, the PPT has resorted to polling 
Canadians by way of focus group exercises and telephone surveys. Feedback from public 
surveys conducted in 1999 identify preferences in five related areas: value, direct service, 
fees, time and access. Applicants’ service preferences revolve essentially around the 
utilitarian value of the passport — to have an internationally-accepted passport that is 
difficult to tamper with, to be served by knowledgeable personnel, and, to have more 
convenient service and a less cumbersome application process. 


Passport Security 


To a large extent, the relative freedom Canadians enjoy in crossing international borders 
is due to the high esteem in which the Canadian passport is held. The security of passports 
comes under threat when imposters attempt to obtain a passport by using another 
person’s identity by tampering with the passport book or by counterfeiting the document. 
As a result, the integrity of the travel document and the security of the issuing process are 
vitally important both for the Passport Office and the bearer of the travel document. 


Attacks on the integrity of the passport bring to bear the urgency with which the Passport 
Office endeavours to complete the full implementation of IRIS, the new automated 
issuance and production system, and a new printing technology. The project is the 
culmination of five years of major infrastructure investment to significantly upgrade the 
security of the passport issuing process and the development of a new passport booklet. 
The project also responds to client requests for greater convenience and more flexible 
service delivery. 
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Major Achievements 


Project and description 


Alternative Service Delivery 


PPT/CiC Card 


Encourage innovation through the use 
of receiving agents and other measures 


Enhancing Management Capabilities 


Integrated Financial and Material 
Management System 


Universal Classification System 


Information Technology 


Technology Enhancement Program to 
implement an automated passport 
issuance system 


Super Server project. Implement a more 
fault-tolerant and easily upgradeable 
server environment to handle remote 
messaging, intranet and administrative 
database functions 


Result 


The Passport Office (PPT) and Citizenship and 
Immigration Canada (CIC) reached an agreement 
whereby PPT will produce CIC’s permanent resident 
card by the Summer of 2001. This joint venture will 
enhance our expertise and allow us to diversify . 


The partnership with Canada Post is ongoing and 
under review. 


The scheduled 1999-2000 completion has been 
delayed due to a system upgrade at the Department 
of Foreign Affairs and International Trade. 


Conversion to UCS by December 2000 in accordance 
with the decision of the Treasury Board Secretariat. 


IRIS issuance is at roughly 50%. Final rollout is 
expected for June 2001. 


Due to be completed in 2001. 


Re-engineering the Application Process 


Express, urgent and mail-back services. 


Application form deployment. 


Trial delivery service options offered for an 
additional service charge. 


Technical difficulties have delayed release of the 
application form. 
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Agency Performance 
Achieving our goals 


Passport Office performance is based on its capacity to better serve the Canadian public. 
To respond to the needs of a rapidly changing society, the Passport Office must devise 
strategies to improve service and to anticipate future needs. 


The Passport Office Strategic Plan (1997-2001) is a framework of current and future 
business. From it flows a multi-year action plan. The Business Plan, reviewed and updated 
annually, provides the Office with an opportunity to evaluate performance and to adjust the 
course of action. New actions are developed, when deemed appropriate, to support our 
corporate goals of increasing efficiency, cost-effectiveness, improving finances, augmenting 
public satisfaction and enhancing employee morale and competence. 


Commitments for innovation and growth 


Initiatives developed in the Business Plan were designed to attain four strategic 
imperatives, which are to 


I. Exploit the concept of Alternative Service Delivery to its full potential in order to 
reduce duplication and costs, to achieve government-wide goals and to attract new 
alliances that leverage our core competencies 

II. Provide management with the necessary skills, information and processes in 
order to strengthen the decision-making capabilities of the Office 

III. Accelerate the application of technology to our operations to ensure that employees 
at all levels have the tools and the knowledge to adapt to a changing workplace 

IV. Re-engineer the application process to make it less cumbersome. 


The Passport Office has focussed on these imperatives as a benchmark for continuously 
improving service delivery performance and for meeting the expectations of Canadians. 


Reaching our objectives 


The performance of the Passport Office relative to each of the objectives defined by these 
four strategic imperatives is relatively good — our services have evolved incrementally. This 
is evident in our accelerated implementation of the IRIS system. As with any attempt to 
introduce a major automated system, the implementation of IRIS has been unsettling for 
the organization. 
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IRIS: an enabling technology 


The implementation of IRIS, a crucial and vital step for the Passport Office, has already had 
a fundamental impact on the quality of our client service. The IRIS system enables the 
Office to enhance its security and integrity processes while providing flexible, convenient 
service and a less cumbersome application process. 


The Passport Office began the rollover to IRIS in the spring of 1999. By March 2000, about 
a third of PPT’s 28 service centres were equipped with the electronic passport issuing 
system. At that time, almost 54 per cent of passports issued to walk-in applicants were 
processed using the IRIS system. Roughly 33 per cent of all passport applications received 
in Canada, including those received by mail, were processed with IRIS. 


To date, the transformation has gone off without a hitch. Although the move to IRIS was 
temporarily postponed due to the relocation and refitting of service centres, the 
implementation of new work practises for the peak season, and the hiring and training of 
new employees, the rollover remains on schedule. By June 2001, all passports issued in 
Canada will be processed using IRIS. 


Alternative Service Delivery and partnerships 


Over the past few years, the Passport Office has entered into pilot project agreements 
with a number of organizations to explore the most effective and efficient alternative 
service delivery modes. We have selected only a few pilot projects, notably with 
Citizenship and Immigration Canada (CIC), and Canada Post. The potential economies 
of scale from the Canada Post project will be fully evaluated prior to making a final 
decision. The Passport Office and CIC are formalizing an agreement to set up a card 
production centre but have agreed to end discussions on the provision of single window 
telephone access for queries. The Passport Office has also temporarily deferred 
discussions with provincial and territorial officials regarding the establishment of 
offices in Nunavut, N.W.T., Yukon and Prince Edward Island. However, discussions 
have been initiated with provincial registries to share respective competencies in the 
entitlement process to ensure greater integrity and security in the citizen identification 
process. 


Service improvements 


The Passport Office has decided to formally implement expedited passport issuance 
services, an initiative that was intended to improve the quality of service delivery. Full 
implementation of the expedited service is scheduled for 2000-2001. Due to a number of 
unexpected technical difficulties, the release of the new application forms, for both adults 
and children, will be delayed until the fall of 2000. 
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Passport Card 


Our partnership with CIC provides initial financing for the 

card processing system, to be repaid out of revenue. The passport 

card team continued to develop the business case for proceeding with the project. 
Presentations were made to senior management of other departments and agencies including 
the Department of Foreign Affairs and International Trade, the Department of National 
Defence, Human Resources Development Canada, Treasury Board Secretariat, and the Privy 
Council Office. Feedback obtained was incorporated into the business scenarios. Preparation 
for submission of the effective project approval to TBS was postponed pending the 
establishment of the secure card production system. The postponement provides additional 
time to fully implement IRIS before undertaking a new project that will require interfacing 
with the software. 


Expedited passport service initiative 


The Passport Office continues to participate with CIC and Canada Customs and Revenue 
Agency (CCRA) in the Expedited Passenger Processing Services initiative. The Canadian 
Airports Council (CAC) wishes to expand the current automated border crossing services 
(CANPASS-Airport) to selected international airports across the country. The DFAIT 
Deputy Minister supported this initiative by co-signing a letter of intent, with his CIC and 
CCRA counterparts, that was included with the CAC request for funding proposal. The 
Passport Office is currently working with CIC and CCRA in developing a Memorandum of 
Understanding for CAC approval. The latter has already agreed to accept the passport 
card as a valid instrument for the automated border crossing system. 


Western 
Region 
(23.7%) 


Regular passports 
Eastern (24 pages) 
Ontario Region 

Region (20.6%) 


(33.9%) 


Regional distribution of passports issued in Canada 
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Service Performance 


Passport issuance 


In the 1999-2000 fiscal year, 1,762,015 travel documents were issued in Canada and abroad. 
This translates to an eight per cent increase compared to the 1998-1999 fiscal exercise. 
Demand for passports increased by 21 per cent for the period from January to March 2000 
compared to the same period the previous year. This surge was behind the dramatic increase 
of 3.5 per cent recorded for the full fiscal year. Reduced demand for travel in the closing 
months of 1999, due to the Y2K issue, was more than made up for in the spring when air 
travel seat sales sparked an increase in demand for passports that surpassed forecasts. 


Issued in Canada 1998 -1999 
eee ae 
Issued at Posts Abroad (ee le 
Regular Passports +12.68 
Business Passports -37.04 
Special Passports =53.85 
Diplomatic Passports 383 260 SY) 1 
Emergency 989 574 -41.96 
eo Noe 
Total Global Issues ee eee ee 
Regular Passports +8.49 
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Factors that impact passport issuance 


It is important that we understand the driving forces behind the 

demand for Canadian passports. Studies have shown that nearly 97 per cent of the variation in 
passport issuance can be explained by changes in economic growth (real GDP) and interest rate 
fluctuations. Rising interest rates and slower economic growth are expected to affect the 
economy over the next fiscal year. Consequently, passport volumes are expected to increase by 
only three per cent. Moreover, certain sectors of the population, such as “the snowbirds” tend 
to be seasonal travellers. There are clearly a variety of conditions that impact the travel plans of 
Canadians. This, in turn, affects the demand for passports and other travel documents. Just as 
people’s travel plans were disrupted by Y2K, they can also be affected by external political 


instability. 
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Passport issuance in Canada is growing. Growth next year is expected to reach 3%. 
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Passport demand is seasonal and peaks in the winter. 
Actual growth tends to be higher than forecasted growth. 
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Productivity 


Within the organization, productivity is used to gauge how well labour resources are 
employed. Two variables — variable volumes and the availability of human resources — affect 
productivity. Despite anticipated declines in productivity due to the implementation of IRIS, 
unforseen increases in volume have caused productivity in Canada to increase by nine per 
cent over last year. 


Turnaround time for applications 


The Passport Office continues to strive for excellence in the delivery of service. According to a 
1998-1999 survey, the agency was able to deliver its product by mail within 10 days 97 per cent of 
the time and at the counter within five days 98 per cent of the time. 


Since 1996, many initiatives have been undertaken to improve telephone services by government 
departments and agencies. The most significant improvement since 1996 has been to make 
telephone services more accessible. In September 1999, the Call Centre Management Team 
devised a Computer Telephony Integration (CTI) solution. The equipment has been standardized 
on a national level, permitting a high degree of automation. 


Volume of calls 
In fiscal year 1999-2000, the Passport Office handled approximately 1.7 million calls, 


an increase of 30 per cent from the previous year (see table page 21). Calls handled by the 
system increased by 37 per cent from the previous year. 


Wait time in queue Percent of calls 
Fiscal Year | Percent of calls answere ; 
(seconds) answered in queue 
1998-1999 | 90.68% 80.02% 119.40 ae 


1999-2000 | 91.76% 84.38% 


Industry 5 F 
OIE 100% 97 to 98% 20 
standard 


Note: The accessibility rate for 1999-2000 is 91.76 per cent, indicating that nine callers out of 10 
were answered. The number of lines will be increased to accommodate the volume of incoming 
calls and to help reduce waiting and abandon rates. This will enable us to meet our target, 
however, the abandon rate (hang-up) is still low: there is a mean time of 30 seconds before the 
call is abandoned. 
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Call service indicators 


The Passport Office has surveyed its applicants to help it 

set targets and come up with performance indicators — 

a benchmark that the Passport Office and other departments can use to measure its results 
with industry standards. 


Volume of calls handled (four call centres) 
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*The total volume of calls received includes the calls handled by the system plus those answered 
by agents. As incoming calls are no longer manually registered, the increase in call volume in 
1999-2000 may be explained by the fact that the CTl system keeps a more accurate record. 
However, the volume of passports issued has also increased. The ratio of calls for each passport 
issued is now 1.09. 


Internal audit 


This year, our internal audit focussed on revenue. We also began to formulate a program 
review process. We updated our audit plan to reflect PPT’s rapidly changing environment. 
We also explored the feasibility of creating an internal full-time audit and review 
position. The incumbent would liaise directly with both the Inspector General’s office 
and Consulting and Audit Canada to ensure compliance with best practices and to 
ensure that we continue to receive an independent audit. 


Auditor General’s Report 


The report praised the security processes of the Passport Office. It noted that, since 1996, 
PPT has made significant improvements to its service delivery and turnaround times, 
notably by setting delivery targets that reflect client priorities and by developing means for 
delivering those targets. The report also called for similar measures in areas such as Human 
Resources Development Canada’s social insurance card and its eventual ‘citizen’ card. 
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Our employees are the fundamental reason for our excellent 

performance. Their skill and expertise is due, in part, to the commitment the Office has made 
to training and development. We recognize that without our employees, the Passport Office 
could not function. We strongly encourage our employees to suggest ways to improve service 
delivery and the administration of the organization. To this end, we invited them to participate 
in the 1999 federal government public service employee survey. The results were similar to 
the employee survey conducted by the Passport Office in 1998. 


Ninety per cent of employees said they like their work, 93 per cent said they are proud 

of their accomplishments, and 97 per cent said they feel their work is important. In terms of 
pleasant working conditions, 84 per cent of Passport Office employees ranked our workplace 
higher than employees elsewhere in the public service ranked theirs. Seventy-five per cent also 
said they understand the purpose of their contribution to the organization. Many employees, 
however, feel that the Passport Office could do a better job of communicating to them the 
course the organization chooses to take and the effect that direction may have on their work. 
The management team has indicated it will adopt measures to respond to those concerns. 


360 degree feedback 


To facilitate more open communication with employees, the Passport Office management team 
has adopted the 360 degree feedback exercise. That is, the performance of each member of a 
committee or team is assessed by the individual’s peers to identify his or her strengths and 
weaknesses. The training needed to augment the quality of the individual’s performance, and 
to render that performance more effective, is determined. 


The Passport Office intends to incorporate the use of the 360 degree exchange approach into 
the culture of the organization. This initiative was undertaken during the current fiscal year 
with the aim of developing quality people. The Executive Committee formed the pilot group 
for the exercise. The response rate was 96 per cent. Strengths and weaknesses have been 
identified and learning plans are being developed. 


Training 


To ensure that all employees were ready to meet the challenge posed by the introduction 
of new technology, the staff was invited to participate in change and stress management 
training. Interest was also expressed in courses related to communications, assertiveness 
training, and conflict resolution. 


The Passport Examiner Recruitment and Apprenticeship Program was redesigned to 
incorporate the specifics of the IRIS technology into program policies and procedures. 
Recruitment strategies were reviewed with the objective of enhancing our ability to attract 
and retain quality employees. 


= 
ON 


On the Horizon 
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Major Infrastructure Investment 


Over the past five years, the Passport Office has invested 

heavily in infrastructure to upgrade the security of the passport booklet and to respond to 
client requests for improved service. These investments were financed through accumulated 
surpluses collected in the Passport Office Revolving Fund. Public consultation and feedback 
from applicants have confirmed that the security features of the Canadian passport are 
highly valued and that service improvements are welcome. 


The IRIS system, scheduled to be fully implemented by July 2001, will provide greater 
security as the manual entitlement process is gradually replaced. Citizenship documents 
presented at an IRIS service counter are inspected, scanned and immediately returned to 
the client. 


Expedited services will soon be deployed in all offices across Canada. Applicants who must 
obtain a passport in a shorter turnaround time than the five-day standard or outside of 
regular business hours will be able to take advantage of the expedited service for an 
additional fee. In cases of illness or death in the immediate family, the fee can be refunded. 


Other enhanced services — a more secure passport booklet and a convenient renewal 
process coupled with courier delivery — will be added in the latter part of 2001. Simplified 
application forms will also be introduced very shortly. 


New Business Ventures 


In November 1999, the New Business Ventures Directorate was created to assume 
responsibility for the implementation of new initiatives such as: 


. cooperation between PPT and CIC on secure card design and production 

° the passport card project 

. the Expedited Passenger Processing System, a joint Canadian Airports Council, 
Canada Customs and Revenue Agency, CIC and PPT project. 


Over the past few years, PPT and CIC have worked closely to produce a common card format 
and technology for CIC’s permanent resident card and the passport card. PPT is preparing to 
set up an in-house secure card production centre, initially to produce the permanent 
resident card and, eventually, the passport card and secure cards for other government 
departments. PPT and CIC are now working on a Request for Proposal for the supply and 
integration of a card production system. 


This initiative builds on PPT’s long-established expertise in secure document entitlement 
and issuance. It potentially provides long-term revenue through the issuance of secure cards 
for other government departments as well as economies of scale achieved by sharing 
supplies and facilities. Through in-house card production, the Government of Canada also 
benefits from reduced security risks and cost containment in the future. 
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Passport Office Revolving Fund 


As a special operating agency with a revolving fund, 
the Passport Office finances its operations entirely from revenues generated by fees 
received for the provision of travel documents. 


The financial statements of the Passport Office Revolving Fund have been prepared 
in accordance with the Treasury Board policy on revolving funds and the reporting 
standards and requirements of the Receiver General for Canada. The primary 
responsibility for the integrity and objectivity of data in these statements rests with 
the managers of the Fund. 


Some of the information included in these statements is based on best estimates and 
gives due consideration to materiality. To meet this reporting responsibility, the Fund 
maintains a centralized record of financial transactions that is consistent with 
information submitted in ministerial statements and to Public Accounts of Canada. 


The Directorate responsible for the Passport Office Revolving Fund, Financial and 
Administrative Services, complies with departmental financial management and 
accounting policies. By adhering to financial management and internal accounting 
controls, the Fund provides reasonable assurance that transactions are recorded and 
executed in accordance with its authority and that its assets are safeguarded. 


Management Report 


As illustrated in the Statement of Operations (Table 1), at the end of the 1999-2000 
fiscal year, the Passport Office had a loss of $2.9 million compared with a profit of 
$2.9 million for the 1998-1999 fiscal year. This loss can be explained by a variance in 
revenues and expenditures. 


In fiscal year 1999-2000, revenues are nine per cent higher compared to the previous 
year due to: 


a) growth of eight per cent in the number of documents issued, 
b) revenues collected for urgent service ($957,500), 

c) revenues collected for express service ($561,300), and 

d) revenues collected for mail-back service ($336,200). 


28 


Expenditures are 23 per cent or $11.7 million higher than in 1998-1999. This variance is 
explained in large part by: 


a) an increase in salaries and employee benefits of $5.2 million and an additional 
93 full-time equivalents (FTE); 

b) an increase of $1.6 million in amortization with $533,000 for IRIS and 
$476,000 for office automation; 

c) an increase of $1.8 million in professional services due to $709,000 for AIT 
ongoing technical support maintenance, $841,000 for contractors and 
$250,000 for consulting services; 

d) an increase of $1.2 million in technology and for IRIS repair and maintenance done 
by AIT. 


The net financial resources provided by operating activities are $3.4 million and the net 
investing activities total $10.7 million. This results in net financial resources used 
totalling $7.4 million. Therefore, the Accumulated Net Charge Against the Fund’s 
Authority (ANCAFA) account at year end decreases to $15.7 million. 


The Balance Sheet presents the assets, liabilities and equity. Net capital assets have 
increased by $7.2 million. Current liabilities have increased by $2.4 million and long- 
term debt by $470,000. With the Office’s ANCAFA account at $15.7 million and the 
accumulated surplus at $44.5 million, the equity increases to $28.8 million. 


APPROVED BY 


Pierre Bélisle 
Chief Financial Officer 


Michael J. Hutton 
Chief Executive Officer 
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Tahile 1 


Statement of Operations for the year ended March 31, 2000 


Revenues 
Fees earned 
Miscellaneous revenues 


Operating expenses 
Salaries and employee benefits 
Provision for employee termination benefits 
Passport materials and application forms 
Professional and special services 
Passport operations at missions abroad 
Accommodation 
Amortization 
Freight, express and cartage 
Repair and maintenance 
Telecommunications 
Printing, stationery and supplies 
Travel and relocation 
Information 
Postal services and postage 
Rentals 
Miscellaneous expenses 
Loss on disposal of capital assets 


Statement of Accumulated Surplus for the year ended March 31, 2000 


Balance, beginning of year as previously reported 
Net profit (loss) for the year 
Balance, end of year 


(in thousands of dollars) 


2000 


64,308 
238 
64,546 


SD,213 
1,039 
SoU 
4,902 
4,447 
ome pal) 
3,471 
229 
1,561 
1,547 
1,420 

976 
490 
336 
181 
85 
ite 
67,484 
(2,938) 


1999 


Sie 
583 
58,505 


29,985 
456 
5,375 
3,093 
4,447 
3,670 
1,814 
2,104 
388 
1,242 
1,364 
766 
447 
156 
197 

29 

31 
55,564 
2,941 


(in thousands of dollars) 


2000 


47,448 
(2,938) 
44,510 


1999 


44,507 
2,941 
47,448 


Talile 2 


Statement of Changes in Financial Position for the year ended March 31, 2000 


Operating activities: 
Net profit (loss) for the year 
Add: Provision for termination benefits 
Amortization 
Loss on disposal of capital assets 


Changes in current assets and liabilities 
Changes in other assets and liabilities: 
Payments on and change in provision for 
employee termination benefits 
Net financial resources provided by operating activities 
Investing activities: 
Capital 
purchased 
Net financial resources used by investing activities 
Financing activities: 
Partial transfer of the surplus to the accumulated 
net charge against the Fund’s authority account 
Net financial resources used by financing activities 
Net financial resources provided and change in the 
accumulated net charge against the Fund’s authority 


account, during the year 


Accumulated net charge against the Fund’s 
authority account, beginning of year 


Accumulated net charge against the Fund’s 
authority account, end of year 


2000 


(2,938) 
039. 
3,471 

17 
1,589 


2,332 


(569) 


3,352 


(10,743) 


(10,743) 


(in thousands of dollars) 


(1,512) 


(154) 


3,576 


(12,422) 


(12,422) 


(8,846) 


Slee 


23,067 
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Table 3 


Balance Sheet for the year ended March 31, 2000 


ASSETS 


Current 
Accounts receivable 
Government of Canada 
Outside parties 
Inventories, at cost and average cost (Note 3) 
Prepaid expenses 


Long-term 
Capital Assets (Note 4) 
At cost 
Less: accumulated amortization 


Other Capital Assets (Note 4) 
Technology Enhancement Plan 
Other Capital Projects 


Less: accumulated amortization 


LIABILITIES 
Current 
Accounts payable and accrued liabilities 
Government of Canada 
Outside parties 
Accounts payable 
Vacation pay 
Retroactive Salaries 
Contractors’ holdbacks 
Current portion of the provision for 
employee termination benefits 
Deferred revenues 


Long-term 
Provision for employee termination benefits 


Equity of Canada 


Accumulated net charge against the Fund’s authority 


Accumulated surplus 


(in thousands of dollars) 


2000 1999 
971 931 
185 67 

204 D953 

11 156 

3,451 3,407 


1211 P37506 
10,981 10,256 


2,990 3,140 
20,879 25,218 
ID ie Rae 6,891 
42,064 32,109 

3,410 860 


38.654 31,249 
45,095 37,796 


4,071 3,181 
37350 3,541 
Dall 894 
Gist) 
204 50 
625 224 
1,044 fy) 
11,022 8,646 
a2ou 4,769 


(15,676) (23,067) 
44,510 47,448 


28,834 24,381 


45,095 37,796 


NOTES TO FINANCIAL STATEMENTS 


1. Authority and purpose 
The Passport Office Revolving Fund was established in 1969 to provide for the 
issuance of appropriate travel documents to Canadian citizens and to certain 
permanent residents of Canada who are unable to obtain valid passports from their 
country of origin. The Revolving Fund Act authorized the operation of the Fund. 


The Fund has a continuing non-lapsing authority from Parliament to make payments 
out of the Consolidated Revenue Fund for working capital, capital acquisitions and 
temporary financing of accumulated operating deficits, the total of which is not to 
exceed $4,000,000 at any time. An amount of $745,893 representing net assets 
assumed by the Fund and assets contributed to the Fund was charged to this 
authority when the Fund became budgetary in 1981. 


2. Significant accounting policies 
(a) Inventories 
The inventory of materials and supplies is carried at cost and the inventory of 
passports-in-process is valued at average cost for the year. 


(b) Capital 
Leasehold improvements are amortized on a straight-line basis over the term of 
the appropriate lease. Other capital is amortized from the year of acquisition on a 
straight-line basis over their estimated useful lives as follows: 


Furniture 16 years 

Electronic data processing equipment 5 years 

Other equipment 10 years 
(c) Other capital 


Effective April 1, 1994, all expenditures associated with the Technology 
Enhancement Plan (TEP) are capitalized. The project costs have been divided into 
four categories which are amortized on a straight-line basis over the useful life of 


each category. 

Machine and equipment 10 years 
System 10 years 
Furniture 16 years 
Electronic data processing equipment 4 years 


Furthermore, since the IRIS system was not implemented in all offices in 1999- 
2000, the depreciation was calculated based on the useful life and prorated 

by the number of passports issued with IRIS over the total number of passports 
issued in 1999-2000. 
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All project costs for other capital projects are amortized 
on a straight-line basis over the useful life of the project. 


(d) Employee termination benefits 
Termination benefits accrue to employees over their years of service with the 
Government of Canada, as provided for under collective agreements. The cost of 
these benefits is recorded in the accounts as the benefits accrue to the employees. 


(e) Revenues from passport fees are prepaid on application and accounted for on an 
accrual basis. Deferred revenues represent fees received for which the services 
have not yet been provided as of March 31, 2000. 


. Inventories (in thousands of dollars) 
2000 1999 
Materials and supplies 1,978 2,072 
Work in process 246 181 
2,224 2205 


. Capital and accumulated amortization (in thousands of dollars) 


Capital Balance at 
beginning Balance at 
of year Acquisitions Disposal — end of year 
Leasehold improvements Bes 0 0 3,298 
Furniture PEGE: 3 =) 219 
EDP equipment 5,276 692 142 5,826 
Other machine and equipment — 2,449 93 14 228 
13,396 788 213 13,971 
Accumulated amortization ey 2 
beginning Balance at 
of year Amortization Decrease end of year 
Leasehold improvements 3,286 12 0 3,298 
Furniture 988 iss 44 [079 
EDP equipment 4,114 622 142 4,594 
Other machine and equipment _ 1,868 lz 10 2.000 
10,256 921 196 10,981 


Other Capital Assets 
(in thousands of dollars) 


Technology enhancement 


plan project 
Other capital projects 


Accumulated amortization 
Technology enhancement 


plan project 
Other capital projects 


5. Long-term leases 


The Passport Office occupies space at 29 locations under long-term leases which 


Balance at 


beginning Balance at 
of year Acquisitions Disposal end of year 
PAR S = S00 30,879 
6,891 4,294 PEERSS 
32,109 59 955 0 42,064 
Balance at 
beginning Balance at 


of year Amortizations Decrease end of year 


0 523 533 
860 2,017 2d 
860 2,550 0 3,410 


expire between March 31, 2000 and March 31, 2007. 


Accommodation expense and tenant services consisted of 


Rentals 
Tenant services 
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2000 1999 


(in thousands of dollars) 


3,920 3,665 
197 273 
4,117 3,938 


Mailed-in Applications or by courier 
The Passport Office The Passport Office 
Department of Foreign Affairs and Commercial Level 2, 
International Trade Place du Centre 
Ottawa, Canada KiA OG3 200 Promenade du Portage 


Hull, Québec J8X 4B7 


British Columbia 


Suite 135 Suite 900 

8011 Saba Road 13401-108th Avenue 

Richmond, B.C. Surrey, British Columbia 

Suite 200 5th Floor 

Sinclair Centre Scotiabank Building 

757 Hastings Street West 747 Fort Street 

Vancouver, British Columbia Victoria, British Columbia 
Alberta 

Suite 254 Suite 160 

Harry Hays Building Canada Place Building 

220-4th Avenue South East 9700 Jasper Avenue N.W. 

Calgary, Alberta Edmonton, Alberta 
Saskatchewan 

Suite 350 Suite 405 

CIBC Tower Federal Building 

1800 Hamilton Street 101-22nd Street East 

Regina, Saskatchewa Saskatoon, Saskatchewan 
Manitoba 

Suite 400 


433 Main Street 
Winnipeg, Manitoba 


Ontario 
Suite 305 Suite 330 
Brampton Civic Centre Standard Life Building 
150 Central Park Drive 120 King Street West 
Brampton, Ontario Hamilton, Ontario 
Suite 630, The Galleria Landmark Building 
101 Frederick Street 43 Church Street 
Kitchener, Ontario St. Catharines, Ontario 


Ontario 
Suite 201, 2nd Floor 
400 York Street 
London, Ontario 


3rd Floor 

Joseph Shepard Building 
4900 Yonge Street 
North York, Ontario 


C.D. Howe Building 
Level C-3, East Tower 
240 Sparks Street 
Ottawa, Ontario 


Suite 828 
200 Town Centre Court 
Scarborough, Ontario 


Quebec 
Commercial Level 2 
Place du Centre 
200 Promenade du Portage 
Hull, Quebec 


Suite 408 

Immeuble Saint-Michel 
3885 Harvey Boulevard 
Jonquiéere, Quebec 


5th Floor 
3 Place Laval 
Laval, Quebec 


Nova Scotia 
Maritime Centre 
1509 Barrington Street 
Halifax, Nova Scotia 


New Brunswick 
Suite 470, Frederick Square 
77 Westmorland Street 


Fredericton, New Brunswick 


Newfoundland and Labrador 
Suite 702 
TD Place 
140 Water Street 
St. John’s, Newfoundland 


Suite 302 

Royal Insurance Building 

28 Cumberland Street North 
Thunder Bay, Ontario 


Suite 300 
74 Victoria Street 
Toronto, Ontario 


Suite 1010 

CIBC Building 

100 Ouellette Avenue 
Windsor, Ontario 


Suite 803, West Tower 

Complexe Guy-Favreau 

200 René-Lévesque Boulevard W. 
Montréal, Quebec 


Suite 2410, 4th Floor 

Belle Cour Tower, Place de la Cité 
2600 Laurier Boulevard 
Sainte-Foy, Quebec 


Suite 112 
3300 Chemin Cote Vertu 
Saint-Laurent, Quebec 
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Though the world still revolves at the same rate, its inhabitants seem to 
move at a faster pace. Technology has increased the speed of our lives. 
Fortunately, new technologies offer more than just speed. As you will see 
in the following pages, the Passport Office has already embarked on an 
ambitious process of adopting new technologies for processing images 
and managing information. Once complete, the application of these 
technologies will mean more convenient service to Canadians and 
enhanced integrity for Canadian travel documents. The process hasn't 
been easy, and it’s far from complete, but we are committed to the 


path we have taken and there is no turning back. 


Michael J. Hutton Chief Executive Officer 


Our clients are behind this initiative. They expect the Passport Office to move ahead with all the improve- 
ments we have so far put in place and to make Canadian travel documents quickly and easily accessible 
without compromising integrity. When we launched our on-line passport application forms, access became 
easier for everyone, especially for Canadians residing in remote areas. Moving ahead, an electronic version 
of all our forms will soon be available on the Internet. We also continue to upgrade our automated passport 
issuing system (IRIS) and to investigate security enhancements that will allow complete passport services 
on-line. 


As is often the case with new technology, the learning curve has been steeper than anticipated. Several 
transformations of IRIS have been necessary to tailor it to our specifications and to improve ease of use 
for our staff. The implementation of the IRIS system means a concerted effort on our part to move ahead. 
There is no doubt about the benefits that IRIS ultimately provides both our employees and the travelling 
public. The electronic system will enable us to produce passport booklets at central production facilities 
from applicant information and photographs transmitted electronically from regional offices. This will 
shorten turnaround time while improving passport security. 


The Passport Office has also undertaken a number 
of service improvement initiatives. Our new Q-Matic 
system efficiently prioritizes customers by type 

of request to reduce waiting times. Already 
operational in a number of offices, the results have 


convinced us to implement this system in all regional 
offices by the end of next year. Our partnership with Canada Post is another initiative to make applying 
for a passport more convenient. Under this project, selected Canada Post outlets act as receiving agents 
for passport applications, thus increasing our points of service across the country. 


The 1999 KPMG study on External Governance recommended a review of the Passport Office’s organiza- 
tional structure. The Executive Committee was restructured and a Management Committee formed. These 
committees are positive, forward-looking forces to give us new direction and steer us successfully into the 


next decade. 


It is easy to acknowledge that our success is due to outstanding employee performance. But the over- 
whelming response of personnel to the crises we experienced in 2000-2001 demonstrated what superb 
employees we have at the Passport Office. The willingness of staff to pitch in to help solve a problem 
proved that the pillars of this organization are, indeed, the people who work here. Our employees are 
vital to the success of this organization and I want to thank every one of them on behalf of the Passport 


Office for their indefatigable dedication and support. 


Sincerely, 


Michael J. Hutton 
Chief Executive Officer 


In 1990, in an effort to improve service to 


Canadians, the Government of Canada desig- 
nated the Passport Office a special operating 
agency (SOA) of the Department of Foreign 
Affairs and International Trade. The SOA status 
of the Passport Office allows it to operate 
somewhat like a private sector enterprise. 
Financing its operations entirely from the fees 
charged for passports and other travel docu- 
ments, the Office receives no public funds. 


Our Mandate oo 


In 1988, the Secretary of State for External Affairs 
(now the Department of Foreign Affairs and 
International Trade) defined the Canadian Passport 
Order, which charged the Passport Office with 

the administration of all matters relating to the 
issuing, revoking, withholding, recovery and use 
of Canadian passports. The Passport Office also 
provides guidance to missions issuing passports 
abroad and supervises all matters relating to 
Canadian travel documents. 


Our Mission oe. 


Our fundamental purpose is to facilitate the travel 
of Canadians throughout the world by providing 
internationally respected travel documents and 
services. We also work in alliance with other gov- 
ernment agencies to provide secure identification 
documents and services. 


Our Vision | 


We intend to be a role model of successful, efficient 


service within government. 


Our Values ees 


Competence 


We recruit, hire and train for competence. We 
encourage and recognize high standards of 
achievement. We get results through sound 
management practices. 


Integrity 

We maintain a passport issuing system whose 
processes are sound. Staffed by reliable people, 
the system enables us to issue travel documents 
that are internationally honoured and respected. 


Service Excellence 


We ask Canadians what their service expectations 
are, and we aim to meet or exceed them. 


New Governance Structure ae 


The Passport Office has reorganized to streamline 
decision making and enhance accountability. 


A smaller Executive Committee is responsible for 
corporate policy and strategic planning and account- 
able for the operational and fiscal efficiency of the 
organization. The Committee consists of the Chief 
Executive Officer, the Coordinator of Operations, the 
Directors of Financial and Administrative Services; 
Security, Policy and Entitlement; and Management 
Services and the Secretary. 


The Management Committee is made up of all 
operational directors, two regional managers and 
managers from support services to ensure broad 
cross-functional representation. Its job is to oversee 
the implementation of decisions made by the 
Executive Committee, to make recommendations 
about improving processes and to ensure that the 
Passport Office meets performance objectives. 


Passport Security 


and Integrity : | 


Canadians make approximately 4 million trips 
abroad every year. They also make about 14 million 
overnight visits to the United States, including 
more than 2.5 million business trips. The relative 
ease and freedom that Canadians enjoy crossing 
international borders is 
due to the high esteem 
in which the Canadian 
passport is held. 
Maintaining the integrity 
of the passport is of 
paramount importance 
to us. We are vigilant 
about ensuring that all Canadian travel documents 
conform to or exceed specifications concerning 

the format, issuance and integrity of international 
travel documents. 


The reputation of the Canadian passport makes it a 
target for people who want to abuse its privileges. 
Passport fraud includes attempts to obtain a 
passport by using another person’s identity, by 
altering the passport booklet, or by counterfeiting 
the document. 


Security measures include hidden features in the 
passport booklet and training our examiners to 
detect fraudulent applications. 


To assist in the effort to curb imposters and fraudu- 
lent passports, all passport holders are required to 
report any lost or stolen passports to police and the 
Passport Office. Working closely with Interpol, the 


Passport Office uses a system to track and report lost 


Security measures include 

features in the passport b« 
and training our examiners 
fraudulent applicatic 


or stolen documents. We also participate in interna- 


tional conferences to design strategies for detecting 
and preventing use of fraudulent travel documents. 


Our corporate structure, policies, processes, 
communications, training and client services are 

all designed with security as a priority. To keep 

on top of international security issues, the Passport 
Office maintains working 
relationships with the 


International Civil 
Aviation Organization 
and the International 
Standards Organization. 
Our Security, Policy 

and Entitlement division 
also provides consulting 
and advisory services to other government depart- 
ments concerning the security standards of their 


documents. 


The Canadian Passport aay 


There are approximately 8 million valid Canadian 
passports in circulation. The Passport Office issued 
about 1.83 million travel documents this year, a 
nine percent increase from the previous year. An 
average of about 870 passports are issued every 
working hour of the day. 


Customer Service 


We provide service to our customers at 29 public 
offices. Offices are open to the public at least 

7.5 hours a day and for up to 9.5 hours in some 
metropolitan centres. 


Our Web site and 

our toll-free telephone 
services operate 

24 hours a day, 


seven days a week. 


We provide all of our 


services in English and in French. We also provide 


TTY services for people who are deaf or hard 


of hearing. 


Passport applications are available at our 29 public 


offices, at all Canada Post outlets and franchises 
or they may be downloaded from our Web site 
(www.ppt.gc.ca). Forms are available in Braille 
and in a digitized format for persons with a 


visual impairment. 


Types of Documents 


To meet the various travel requirements of our 


clients, we issue seven types of travel documents. 


° The 24-page passport with the navy blue cover 
is issued to Canadians for business and leisure 
travel. It accounts for 98 percent of all travel 
documents issued by the Passport Office. 


° The 48-page passport is identical in design to 
the 24-page passport but its extra pages offer 
more convenience for frequent travellers such 


as business people. 


* Diplomatic passports are issued to Canadian 
diplomats, top ranking government officials, 
diplomatic couriers and private citizens nomi- 
nated as official delegates to diplomatic 
international conferences. It is also issued 
to Members of Parliament and other people 
representing the Canadian government on 


official business. 


The Passport Office 
1.83 million travel doc 

a nine percent incr 
previous \ 


° Special passports are 
issued to the families 
of officials if they are 
also travelling at public 
expense. The Minister 
of Foreign Affairs and 
International Trade 

determines eligibility for special passports. 

Although diplomatic and special passports are 

valid for five years, entitlement ends with the 

termination of the holder’s official status. 


Canadian diplomatic and consular missions 
may issue emergency passports, on behalf of the 
Passport Office, to Canadians stranded abroad. 


Refugee travel documents are issued to people 
determined by Immigration Canada to be 
refugees under the 1951 United Nations 
Convention on the Status of Refugees and who 
are legally landed in Canada. Refugee travel 
documents are endorsed for travel to all countries 
except the holder’s country of origin. They are 
valid for two years but may be extended for an 
additional period of one or two years up toa 


maximum of five years. 


Certificates of identity are issued to legally 
landed immigrants who have been permanent 
residents in Canada for less than three years, are 
stateless or who are unable to obtain a passport 
or travel document from their country of origin. 
The certificate of identity is endorsed for travel 

to countries specified in the document and valid 
for not less than one year or more than two years, 
with one year extensions up to a maximum of 
three years. 


Issued in Canada 


Regular Passports 
Business Passports 
Special Passports 
Diplomatic Passports 
Centificate of Identity 


Refugee Travel Documents 


TOTAL 


Issued at Posts Abroad 


Regular Passports 
Business Passports 
Special Passports 
Diplomatic Passports 
Collective Certificates 
Emergency 

Letter of Introduction 
TOTAL 


Global Issues 


Regular Passports 
Business Passports 
Special Passports 
Diplomatic Passports 
Certificate of Identity 


Refugee Travel Documents 


Emergency 


Collective Certificates 
Letter of Introduction 
TOTAL 


1999-2000 
1,658,081 
12,886 
4,575 
1,659 

oy 
448la 2 
1,682,671 


72,487 
11,322 
708 


1,730,568 
24,208 
4,645 
2,080 
989 
4,481 
994 


(hes 
1,767,965 


Passports Issued in Canada 2000-01 
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Meeting the Needs 
of Our Clients 


Any Canadian citizen 
may apply for a passport. 


Passport applicants range from 
young backpackers taking their first 
trip outside Canada to well-travelled 
retirees revisiting their favourite 
holiday destinations. They include 
business people criss-crossing the 
globe on sales trips, newlyweds on 
their honeymoon, diplomats and 
peacekeepers on assignment and 
the bereaved travelling overseas to 
a family member’s funeral. 


The demand for Canadian passports 
has fluctuated over the years. The 
financial climate, international political 
stability and even weather conditions 
here at home all play a role. Passport 
demand in any given year also varies 
from month to month. It typically 
increases in the winter months, when 
many Canadians seek warmer climes. 


June July Aug Sept Oct Nov 


Dec Jan Feb Mar 


The Passport Office aims to process passports 
as quickly as possible and applying in person 
offers the fastest service. Canadians can apply 
in person at any of 29 regional offices across 
the country from St. John’s, Newfoundland to 
Victoria, British Columbia. 


Walk-in Service 


About 85 percent of all passports are issued to 
clients who apply in person. We aim to provide 
passports within five working days from the 
submission of a completed application and all 
supporting documents. In 2000-2001, 93.3 percent 
of all walk-in clients received their passports with- 
in five business days, a four-point drop compared 
to the previous year. Higher-than-usual demand 
increased processing time and contributed to this 
drop in performance. 


Processing Time 


Canadians can apply in 
of 29 regional offices across 


The Passport Office aims to reduce waiting time for 


walk-in service to 45 minutes on 95 percent of the 
days we are open to the public. Currently, we serve 
70 percent of our clients within that time frame. 


Regional Offices 


The Passport Office operates 29 public offices 
administered by four regional directorates: Eastern 
Operations serves clients in Quebec and the 
Atlantic provinces, Ontario Operations serves the 
province of Ontario, Western Operations serves the 
Prairie provinces and British Columbia and Central 
Operations handles applications mailed in from 
across Canada and the United States and walk-in 
clients in the National Capital Region. 


Applicants in Canada’s northern territories — Yukon, 
Northwest Territories and Nunavut — can apply by 
mail or through their Member of Parliament. 


Percent of Applications Processed Within 5-day and 10-day Service Standards 
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The chart below indicates the number of passports 


issued in each region this year. 


Central’ 
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Ontario 
Western 
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"Includes mailed applications 


Mail Service 


Passport applications can also be submitted 
by mail. Once the application and all required 
supporting documents have been received in our 


office, we aim for a 10-day turnaround. Passports 
are delivered to applicants by Xpresspost. We 
estimate that more than 90 percent of mailed appli- 
cations were processed within the 10-day service 
objective which represents a decline from last year. 
This was due to an unusually high peak in demand 
and resulted in a one-month backlog in the mail 
service early in 2001. The delay was corrected 
within three weeks and processing time was 
reduced to eight days. Our 10-day service 

standard was met during the rest of the year. 


Applications submitted by Canadians residing in 
the United States are normally processed in eight 
working days, not including mail or courier deliv- 
ery times. Passports are returned to US addresses 
by FEDEX courier. 


Special Services 


In 1999, the Passport Office began offering Urgent 


(within one working day) and Express (two work- 
ing days) services for an extra fee. Now available 
in 11 regional offices, these services were imple- 
mented to meet customer demand for a shorter 
turnaround time. Urgent and Express services are 
only available to applicants who apply in person. 


Emergency service is also available outside of 
business hours in cases of illness or death in the 
immediate family. Other special circumstances 
may also qualify for emergency service. Applicants 
must provide documented evidence of urgency, 
such as airline tickets, and the passport application 
must meet all requirements. 


When a passport is lost abroad, an emergency 
passport is issued from the nearest Canadian 


mission. 


The Call Centre 


The Passport Office toll-free number 

(1 800 567-6868) can be dialled from anywhere 

in Canada. The Computer Telephony Integration 
(CTI) system provides an automated answering 
service and directs calls to the call centre located 
in the region in which the call originates. A local 
number is provided in the Ottawa-Hull, Montréal, 
Surrey and Toronto areas. 


This year, the Passport Office handled 2,136,261 
phone calls including 1,189,234 local calls. Four call 


centres field calls from Canada and the United States. 


The National Capital Call Centre has 20 lines and 
handles calls originating from the United States. 
The Ontario Call Centre in Toronto has 28 lines. The 
Eastern Call Centre in Montréal has 28 lines and 
handles calls from Quebec, New Brunswick, Nova 
Scotia, Prince Edward Island and Newfoundland 
and Labrador. The Western Region Call Centre in 
Surrey, British Columbia has 29 lines and handles 
calls from British Columbia, Alberta, Saskatchewan, 
Manitoba, Yukon, Northwest Territories and 
Nunavut. 


The number of lines has not been increased 
since the servers were initially implemented but 
additional lines are being considered for fiscal 
year 2001-2002. 


Proportion of Calls Answered 
by the CTI System 
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Written Inquiries 


In 2000-2001, the Passport Office responded 

to 29,208 inquiries about passport eligibility 
requirements, specifications for passport photos, 
guarantors, application status, name changes and 
citizenship information. Of these, 27,513 (94 percent) 
were e-mail messages received through our Web 
site. In addition to inquiries about passports and the 
application process, we also received 925 commen- 
dations and 32 complaints. 


The Web Site 


Recognizing the potential of the Internet as a 
convenient source of information for our clients, 
the Passport Office created its first Web site in 1996. 
Since then, we have continually monitored cus- 
tomer visits to measure the effectiveness of the 

site. Activity is recorded by day of week, hour 

of day, most active day of the month, and the 


number of visitor sessions per month and per 
day. In 2000-2001, the Passport Office Web site 
received 365,539 hits. 


In 2000-2001, 
Web site rece 


Since application forms for Canadians residing in 
the United States were first posted on the site in 
September 2000, some 38,000 forms have been 
downloaded. Our regular application form for 
residents of Canada was made available on-line 

in December 2000. Some 191,215 application forms 
have been downloaded since that time. 


Productivity 


The Passport Office has long recognized the need 

to link its management decisions to the financial 
health of the organization. Recognizing that labour 
productivity can be driven by capital investment or 
by process innovation, the Office has reviewed the 
way it measures its own labour productivity. The 
new measure, known as Total Factor Productivity, 
better reflects the environment in which the Passport 
Office operates. It also helps the organization identify 
the factors that contribute to changes in productivity. 


In keeping with international passport issuing 
standards, a large capital investment was made 

in automating passport issuance in 1994. The 

result was the automated issuance and production 
system known as IRIS. First introduced in two 
regional offices in 1999, full implementation of the 
system across the country will soon be completed. 
The benefits of the system will not be realized until 
requests for renewal passports start to come in (sub- 
sequent IRIS issuance) so the trend in productivity 
has been down. In light of the five-year validity 
period of a passport, the first IRIS renewals are 
expected to be issued in 2003-2004. 


Total Factor Productivity 
Economic Analysis 
% change in TFP 
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In the 1997-1998 fiscal year, the Passport 
Office drew up a long-term strategic plan 

to chart the organization’s direction over 

a five-year period. The result was the Passport 
Office Strategic Plan 1997-1998 to 2000-2001. 
A framework of current and future business, the 
Strategic Plan supports our corporate vision of 
improved finances, security, customer service, 
employee morale, and cost-effectiveness. 
Formulated with input from over 40 Passport 
Office managers, external advisors, various 
surveys, reports and recommendations, the 
Plan identified four strategic imperatives: 


° To exploit the concept of alternative service 
delivery to its full potential; 


° To provide skills, information and processes 
to improve decision making; 


* To accelerate the application of technology 
to our processes; 


* To re-engineer the passport application process. 


A multi-year action plan was drawn up to establish 
objectives, identify resources and determine the 
timelines required to achieve each imperative. We 
have achieved our goals while maintaining our 
commitment to service, security and cost manage- 
ment. As the final year of our Strategic Plan draws 
to a close, the results obtained are outlined on the 
following page. 


Strategic Imperative 


Exploit alternative 


service delivery 


Objective: To increase 
convenience and 


access for applicants. 


Description 


Partnership with Canada Post: Canada Post 
authorized as passport application receiving 
agent, increasing access to Our services. 


Passport On-Line (POL): part of the overall 
Government of Canada initiative to provide 


information and services on-line. 


CANPASS: partnership with Canada Customs 
and Revenue Agency to expedite border 
crossing for frequent air travellers by means 
of a card coded with personal information 


and biometric details 


Improve decision making 


Objective; To augment 
efficiency in decision 


making and to improve 


management capability 


Revised strategic planning framework to 
improve planning activities 


Implementation of a new management 
structure to increase overall management 
effectiveness 


Accelerate the 
application of 
technology 


Objective: To enhance 
Passport Office 


operational efficiency 


IRIS (The Data-Capture and Retrieval 
Passport Issuing System) 


Centralizing passport production in 
Hull and Toronto 


Q-Matic: a queue-management system 
that reduces waiting time at public Counters 


Re-engineer the 
passport application 


process 


Objective: To provide 


more convenient service 


Urgent and Express services pilot project 


Development of new application forms 


Development of a system for on-line 
verification of citizenship status 


PASSPORT OFFICE —- ANNUAL REPORT 2886-26581 


Progress 2000-01 


In January 2001, 15 additional Canada 
Post outlets, located mainly in urban areas, 
joined the pilot project. 


Now in its first phase of development, 
applicants can download passport appli- 
cation forms from the Passport Office Web 
site. Planning underway for next phase: 
applying on-line. 


Currently available at Vancouver airport. 
National implementation postponed. 


Deployed 


Creation of a Management 
Committee 


Full implementation being completed 


Launch scheduled for Winter 2002 


Operating in 17 offices 


Pilot project ongoing 


Re-design of forms completed. 
New forms are available on the 


Passport Office Web site. 


Discussions are underway with the 
13 provincial and territorial registries and 


Citizenship and Immigration Canada 


Partnership for 
Improved Service 


With its extensive network of service outlets, 
Canada Post is ideally suited to help the Passport 
Office increase the number of our points of service. 
Recognizing the mutual benefits of a partnership, 
the Passport Office and Canada Post soon arrived 
at a memorandum of understanding. 


In mid-January 2001, fifteen postal outlets in 
Montréal, Toronto, Windsor and Ottawa began to 
accept completed passport applications. Fifteen 
more outlets will offer the service beginning in the 
fall of 2001. 


As receiving agents, Canada Post officers review 
the submitted application to ensure it is duly com- 
pleted and that all the required supporting docu- 
ments are included. Applicants pay a $10 handling 
fee to Canada Post for the service. The application 
is then forwarded to the Passport Office for pro- 
cessing. The newly-issued passport and original 
documents are sent to the applicant within seven 
working days. 


The project has been jointly promoted by the 
Passport Office and Canada Post. Some 3,500 appli- 
cations have been submitted since it was launched, 
and the feedback has been overwhelmingly 
favourable. 


The Alternative Service Delivery section spear- 
headed the Canada Post project and continues 
to investigate other government agencies for 
potential partnerships. 


Secure Cards | 


A Passport Office-Citizenship and Immigration 


Canada (CIC) partnership project was originally 
conceived to come up with a common card format 
for producing CIC’s permanent resident citizenship 
card, a passport card and other secure cards for 
other government departments. Funding to build 
and operate our in-house secure card production 
centre was to have been provided through the 
partnership with CIC. However, the project has 
been indefinitely postponed. 


We have maintained our partnership with Canada 
Customs and Revenue Agency (CCRA) for the 
Expedited Passenger Processing Services (CAN- 
PASS) initiative. This is an automated means of 
expediting border crossing for frequent air trav- 
ellers. A card coded with personal information and 
biometric details (fingerprints or hand geometry) 

is swiped to confirm the cardholder’s identity and 
citizenship. The information is transferred electron- 
ically to the CANPASS Registration Centre to 
approve entry. 


The pilot project still operates at the Vancouver 
airport where response has been positive. However, 
due to the expense of implementing the system, 
CCRA has put the project on hold. 


The Passport Office continues to study the potential 

of a passport card. Used in conjunction with the 

passport booklet or by itself, the automated card 

system would simplify border crossing, particularly 
at heavily frequented US-border-crossing points. 


The Data-Capture 
and Retrieval Passport 


Issuing System (IRIS) : 


In 1994, the Passport Office made a large capital 
investment to implement the automated passport 
issuing system we call IRIS. The IRIS system 
combines enhanced security with sophisticated 
photo-scan and reliable data-capture and retrieval 
capabilities. IRIS responds to client requests for 
greater convenience, more flexible service delivery 
and allows for the development of a more sophisti- 
cated passport booklet. 


Examiners have received 
training to prepare them 
for an all-IRIS office. In 
the meantime, as we 


security with s 


work to fine-tune the 
automated system, 
passports can still be 
processed manually when necessary. The rollover 
to IRIS began in the Spring of 1999. By March 2000, 
about one third of the offices were equipped with 
the electronic system. 


The IRIS system c 


This year, 28 of our 29 offices were fully IRIS- 
functional and 78 percent of all passports were 


issued using the automated system. Our new office 
in Richmond, BC is the first to operate exclusively 
with IRIS. The implementation process is on sched- 
ule and beginning in June 2001, all passports issued 
in Canada will be processed using IRIS. 


With IRIS, examiners input applicant information, 
scan the applicant’s photo, the guarantor’s declara- 
tion and the documentary proof of citizenship 

and store them in the electronic data-capture and 
retrieval system while the applicant waits. 


But the real benefits 
of IRIS will be realized 
when the first IRIS- 
processed passports 
are due for renewal 
beginning in 2004. 
When the passport is 
about to expire, a new passport can be re-issued 
by retrieving the stored data. The applicant will 
no longer have to re-submit the required birth 
or citizenship documents. Canada now enjoys 
international recognition as a leader in the 
technological development of passport design 


and processing systems. 


Print Production Centres ae 


Two central print production centres — in Hull and 
Toronto — will soon replace on-site printing facili- 
ties in regional offices. Data captured in regional 
offices will be transmitted electronically to a print 
centre where the passport will be produced and 
mailed directly to the applicant. IRIS makes this 
streamlined system and 
the reduced turnaround 
time possible. 


The new print techno- and the reduced 
logy and its security time possik 
features will be virtually z 


impenetrable to forgers. 


The two print production centres are scheduled 
to begin production by the end of 2001. By Spring 
2002, the two centres should be fully operational. 


IRIS makes this strearr 


The Five Nations Virtual 
Secretariat 


Since 1994, Canada has been a member of the 

Five Nations Conference, which brings together 
the passport agencies of the United Kingdom, 

the United States, Australia, New Zealand and 
Canada to discuss common concerns and issues. 
The Conference is a forum 
to consider these matters 
and to share ways of 
doing business. 

turnaro 
Meeting more often than 
once a year is not an 
option so Canada pro- 
posed a common secure Web site that would 
allow member nations to exchange information 

in a virtual forum. We also offered to set it up and 


maintain it. The Virtual Secretariat was officially 
launched on November 1, 2000. 


Engineered to be both a document repository and 
an on-line discussion forum, the Virtual Secretariat 
is accessible only to members 24 hours a day. This 
allows participants to enter queries, comments 
and replies during their regular working hours 
without having to resort to middle-of-the-night 


conference calls. 


The site administrator monitors the site daily. Of 
the 30 eligible participants, 20 members have regis- 
tered for access to the site so far. Still in its early 
stages, the full potential of the site has yet to be 
realized. Progress of the virtual forum is evaluated 


quarterly by the Five Nations. 


New Application Forms ee 


Three years ago, the Passport Office began the 
daunting task of re-designing our forms to make 
them easy to download from the Web site. The 
new format allows the forms to be printed on 
letter-size paper. 


The new forms for Canadians residing in the 
United States were the first available on-line in 
September 2000. The hard copy was released 

in December along with electronic and hard copies 
for other forms. By February 2001, the new forms 
were in use throughout the Passport Office. We 
are now in the process of supplying Canada Post 
outlets with the new forms. 


All 16 passport forms have now been redesigned 
and will be published in hard and electronic 
versions by January 2002. 


The Backlog ae 


The demand for passports peaks each year during 
the winter months. In early 2001, peak demand was 
higher than usual and, combined with a slowdown 
caused by the introduction of IRIS, this resulted in 
an unprecedented backlog at the Hull production 
centre. Our normal 10-working-day turnaround 
time stretched out to 29 days. This, in turn, led to a 
flood of calls and e-mail inquiries from applicants 
wondering why their passports were not ready. 


To address this extraordinary situation, emergency 
measures were implemented. Examiners worked 
extended hours including weekends. Call Centre 
staff was increased to deal with the overload of 
inquiries and examiners were brought in from 
Montréal to help out in the production centre. 
Thanks to such efforts on the part of Passport 
Office staff, processing time was restored to our 
10-day service standard within three weeks. 


i 


The Passport Recall 


In November 2000, passports issued by the North 
York office were printed with bar codes that were 
not machine-readable. When the error was discov- 
ered, the Passport Office moved to recall and 
reissue 10,000 passports. Canadian missions abroad 
and foreign authorities were immediately informed 
and databases were created to develop, print and 
mail out recall letters. Space had to be located and 
rented to set up a temporary production area where 
clients could be served with a minimum of incon- 
venience. Once again, staff rallied together in an 
amazing demonstration of teamwork and the 


situation was soon rectified. 


Government On-Line/ 
Passport On-Line 


Government On-Line (GOL) is the government- 
wide initiative to provide Canadian citizens and 
businesses with comprehensive electronic access to 
government services. This multi-year project aims 
to make all federal government departments and 
agencies accessible through a single common 

Web site by April 2004. 


This Internet gateway will provide all Canadians 
with access to government information and serv- 
ices directly from their home, school or business 
computer. The Web site will also offer a window 
on Canada’s diverse culture and environment, 
not only for Canadians but also for people around 
the world. 


The GOL initiative includes the development of 
pathfinder projects that will serve as the first phase 
of on-line services. The Passport Office has been 
chosen the pathfinder project for the Department 
of Foreign Affairs and International Trade. 


Thanks to the security measures of the Passport 
On-Line initiative, currently being developed, 
Canadians will soon have the convenience of 
applying for travel documents on-line. Overall 
transaction time will be reduced and access to 
passport services for those living in remote areas 
or outside the country will be increased. The 
Government of Canada is providing $1.6 million 
in funding for this project. 


The Internet also makes possible other initiatives, 
such as the development of an on-line system 

for verifying citizenship and birth records. The 
Passport Office has initiated discussions with 
Citizenship and Immigration Canada and the 


13 provincial and territorial vital statistics registrars 


to develop a system for verifying citizenship on-line. 
On-line verification of birth records will help elimi- 
nate fraud. 


Discussions are also underway with the private 
sector to develop a secure on-line payment system 
linked to the Passport Office financial management 
system (PASSAP). 


Queue Management 


System eet 


IRIS counter transactions take an average of eight 
minutes but more complex applications can take 
longer, thus increasing waiting times for other 
clients. Our new Q-Matic system for efficiently 
prioritizing customer needs and allocating staff 
has now been implemented in 17 regional offices. 


The system includes a ticket printer, counter 
information, electronic displays, and a computer 
workstation. A coordinator analyzes the complexity 
of each application for customers in the queue 

and determines the best way of processing them. 
Finally, the coordinator directs each customer 

to the examiner who can best serve him or her. 
Eventually, every passport office with four or more 
counters will be equipped with the Q-Matic system. 


The Q-Matic software creates a statistical database 
of transaction and waiting times and peak volumes 
over the course of the day, week, and month. This 
provides managers with a global view of their 
operations and permits analysis of walk-in traffic 
in order to anticipate peak service demand. 
Management training for implementation is 

now underway. 


This year, the Passport Office employs 989 
people, an 18 percent increase over last year. 


The recent increase in staff is the result of the 
increase in demand for passports, with the 
accompanying increase in the volume of written 
and telephone inquiries, and the implementation 
of IRIS. 


The new print production centres will also require 
more employees as will the Government On-Line 
initiative and alternative service delivery projects. 


The Passport Office views staff training as a key 
investment that will generate benefits in years 
to come. More than 95 percent of our training 
budget is directed to employees in the support, 
junior and middle levels. In a recent employee 
survey, employees said they wanted an environ- 
ment of personal growth in order to make a 
positive contribution to the organization. 


Our Awards and Recognition Program recognizes 
long service, outstanding performance, meritorious 
contributions and practical suggestions. The merit 
and innovation awards are determined through a 
peer-review process. We have also implemented 

a number of progressive people management 
programs, including alternative work options that 
allow employees a degree of flexibility in arranging 
their working schedule to balance work, home life 
and health. 


The skill and expertise of our employees is due, 

in part, to the commitment the Office has made to 
training and development. We strongly encourage 
our employees to suggest ways to improve produc- 
tivity, service delivery and the administration of 


the organization. 


The skill and expertise of « 
employees is due, in part, t 
commitment the Office ha 
to training and developm: 


Years of Service 


Two hundred and seventy employees have worked 
with the Passport Office for more than a decade. 
The number of staff members who have been with 
us for more than 10 years is an indication of a 


mutually satisfactory working relationship. 


25 Years of Service 
Brigitte Boudreault 
Paul Cavanagh 
Céline Donaldson 
Guy Dufort 

Brenda Helferty 
Judy Kessler 

Peter Ridder 

Donna Weatherall 


30 Years 
Francoise Benoit 
Susan Laewen 
Paul Langlois 
Denise Loyer 


35+ Years 
Barbara Badali 
Betty Cameron 


Passport Office Revolving Fund | 


As a special operating agency with a revolving fund, the Passport Office finances its operations entirely 
from revenues generated by fees received for the provision of travel documents. 


The financial statements of the Passport Office Revolving Fund have been prepared in accordance with the 
Treasury Board policy on revolving funds and the reporting standards and requirements of the Receiver 
General for Canada. These financial statements are the responsibility of the managers of the Fund. 


Some of the information included in these statements is based on best estimates and gives due consideration 
to materiality. To meet this reporting responsibility, the Fund maintains a centralized record of financial trans- 
actions that is consistent with information submitted in ministerial statements and the Public Accounts of 
Canada. The Directorate responsible for the Passport Office Revolving Fund, Financial and Administrative 
Services, complies with departmental financial management and accounting policies. By adhering to financial 
management and internal accounting controls, the Fund provides reasonable assurance that transactions are 
recorded and executed in accordance with its authority and that its assets are safeguarded. 


Management Report phe 


As illustrated in the Statement of Operations (Table 1), at the end of the 2000-2001 fiscal year, the Passport 
Office had a loss of $11.2 million compared with a loss of $2.9 million for the 1999-2000 fiscal year. This 
situation has been principally caused by an inability to obtain approval for a fee increase at the appropriate 
juncture in the Passport Office’s four-year revolving fund cycle and by massive investments in technology 
over the years. While the first returns of these investments will have a positive impact on our finances in the 
medium term, additional measures to reach the break-even point have been nevertheless deployed: a freeze 
on any office expansions and a review of internal processes to increase productivity and revenues. 


In fiscal year 2000-2001, revenues are 10 percent, or $6.7 million, higher than those in the previous year. 
This corresponds to a 10 percent increase in the number of documents issued. 


Expenditures are 22 percent or $15.0 million higher than in 1999-2000. This variance is explained in large 
part by: 


a) an increase in salaries and employee benefits of $8.1 million and an additional 114.44 full-time equiva- 
lents (FTEs), an increase of 14.2 percent from last year; 


b) an increase of $4.1 million in amortization, primarily related to IRIS; 


c) increases of $1.0 million in passport materials and application forms, and $781,000 in information costs, 
primarily caused by increases in the number of documents issued. 


The net financial resources provided by operating activities are $10.3 million and the net investing activities 
total $9.6 million. This results in net financial resources provided totalling $0.7 million. During the year, 
other financing was provided by a loan of $7.87 million and the return of a previous transfer of the 
Revolving Fund accumulated surplus of $5.75 million. This other financing, combined with the above net 
financial resources of $0.7 million, resulted in an increase in the Accumulated Net Charge Against the 
Fund’s Authority (ANCAFA) account at year end to $30.1 million. 


The Balance Sheet presents the assets, liabilities and equity. Net capital assets have increased by $2.6 million. 
Current liabilities have increased by $13.8 million and long-term debt by $8.7 million. With the Office’s 
ANCAFA account at $30.1 million and the accumulated surplus at $39.1 million, the equity decreases to 
$9.0 million. 


APPROVED BY 


Pierre R. Bélisle 
Director, Financial and 
Administrative Services 


Michael J. Hutton 
Chief Executive Officer 
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Passport Office Revolving Fund 


Year Ended March 31, 2001 


AUDITORS’ REPORT TO ASSISTANT DEPUTY MINISTER, CORPORATE SERVICES, PASSPORT AND 
CONSULAR AFFAIRS 


We have audited the Balance Sheet of the Passport Office Revolving Fund as at March 31, 2001 and the 
Statements of Operations, Accumulated Surplus and Cash Flows for the year then ended. These financial 
statements are the responsibility of the management of the Passport Office Revolving Fund. Our responsi- 
bility is to express an opinion on these financial statements based on our audit. 


Except as explained in the following paragraph, we conducted our audit in accordance with Canadian 
generally accepted auditing standards. Those standards require that we plan and perform an audit to 
obtain reasonable assurance whether the financial statements are free of material misstatement. An audit 
includes examining, on a test basis, evidence supporting the amounts and disclosures in the financial 
statements. An audit also includes assessing the accounting principles used and significant estimates 


made by management, as well as evaluating the overall financial statement presentation. 


Since we were appointed auditors of the Fund after March 31, 2000, we were not present at the physical 
inventory count at the beginning of the year and we have not been able to satisfy ourselves as to inventory 
quantities at that date by other auditing procedures. Accordingly, we were unable to determine whether 
adjustments to passport materials and application forms expense and net loss for the year and opening 
accumulated surplus might be necessary. 


In our opinion, except for the effect of adjustments, if any, which might have been determined to be 
necessary had we been able to observe the physical inventory count at the beginning of the fiscal year as 
described in the preceding paragraph, the Statements of Operations, Accumulated Surplus and Cash Flows 
present fairly, in all material respects, the results of operations and cash flows of the Fund for the year then 
ended in accordance with the accounting principles for revolving funds of the Government of Canada as 
described in Note 2. Further, in our opinion, the Balance Sheet presents fairly, in all material respects, the 
financial position of the Fund as at March 31, 2001 in accordance with the accounting principles for revolv- 


ing funds of the Government of Canada as described in Note 2. 


KPMG, Chartered Accountants 


Ottawa, Canada 
June 8, 2001 
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Balance Sheet  maich 31, 2001, with comparative figures for 2000 


(In thousands of dollars) 


Assets 
Current assets: 
Accounts receivable: 
Government of Canada 
Outside parties 
Inventories 
Prepaid expenses 


Capital assets (note 4): 
At cost 
Less accumulated amortization 


Other capital assets (note 4): 
Technology Enhancement Plan Project 
Other capital projects 


Less accumulated amortization 


Liabilities and Equity of Canada 
Current liabilities: 
Accounts payable and accrued liabilities: 
Government of Canada 
Outside panties: 
Accounts payable 
Vacation pay 
Retroactive salaries 
Contractors’ holdbacks 
Deferred revenues 
Current portion of employee termination benefits 


Long-term: 
Employee termination benefits 
Loan payable (note 5) 
Equity of Canada (note 6): 
Accumulated net charge against the Fund’s authority 


Accumulated surplus 


Commitments (note 7) 


See accompanying notes to financial statements. 
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SUBS 
88 

2,998 

50 

4,455 


16,106 
Ea 
4,205 


33,332 
16,161 
49,493 
10,418 
39,075 
47,735 


Opa 


Selo 22 


5,266 
1,435 
176 
628 
1,205 
780 
24,812 


6,050 
7,870 
13,920 


(30,052) 
39,055 
9,003 


S AL SS 


2000 


S 971 
185 
2,224 

7 

3,451] 


13971 
10,98] 
2,990 


30,879 
11,185 
42,064 
3,410 
38,654 

§ 45,095 


S Aa 


3,350 
931 
WD 
204 

1,044 
625 

11,022 


5,239 

5,239 
(15,676) 
44,510 


28,834 


§ 45,095 
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Statement of Operations Year ended March 31, 2001, with comparative figures for 2000 


(In thousands of dollars) 


2001 
Revenue: 
Fees earned $ 70,660 
Miscellaneous Ree esta Oss: 
71,258 
Expenses: 
Salaries and employee benefits 43,318 
Provision for employee termination benefits 1,088 
Amortization of capital assets 7,928 
Passport materials and application forms 6,580 
Professional and special services 4,667 
Passport operations at missions abroad 4,447 
Accommodation 4,401 
Freight, express and cartage 2,516 
Printing, stationery and supplies 27108 
Telecommunications Te2t 
Information 2 
Travel and removal O11 
Repair and maintenance 987 
Postal services and postage 520 
Rentals 159 
Miscellaneous 76 
Interest 70 
Loss on disposal of capital assets sii ee ee eee tee ONS 
: anes et OF AOS 
Net loss $ (11,205) 
Statement of Accumulated Surplus 
Year ended March 31, 2001, with comparative figures for 2000 
(In thousands of dollars) 
2001 
Balance, beginning of year $ 44,510 
Net loss Me Us NG ee) Meme Celine 0), 
33,305 
Return of previous transfer of the Revolving Fund 
accumulated surplus (note 3) 5,750 
Balance, end of year 5 STG ene $ 39,055 penne 


See accompanying notes to financial statements. 


2000 


$ 64,308 
238 


64,546 


35,213 
1,039 
3,471 
5,556 
4,902 
4,447 
3,920 
2,323 
1,420 
1,547 

490 
976 
1,561 
336 
181 
85 


ee 
67,484 


—§ (2,938) 


2000 


$ 47,448 
lee) 
44,510 


$ 44,510 


Statement of Cash Flows 
Year ended March 31, 2001, with comparative figures for 2000 


(In thousands of dollars) 


Cash provided by (used in): 
Operations: 
Net loss 
Ada: 
Provision for termination benefits 
Amonization of capital assets 
Loss on disposal of Capital assets 


Changes in current assets and liabilities 
Payments on and change in provision for employee 
termination benefits 


Investments: 
Capital assets acquired 


Financing: 
Loan payable 
Return of previous transfer of the Revolving Fund 
accumulated surplus (note 3) 


Net financial resources provided and change in the accumulated 
net charge against the Fund's authority account, during the year 


Accumulated net charge against the Fund’s authority account, 
beginning of year 


Accumulated net charge against the Fund’s authority account, 
end of year 


See accompanying notes to financial statements. 
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2001 


$ (11,205) 


1,088 
7,928 


(2,189) 
12,786 


(277) 
10,320 


(9,564) 
7,870 
5,750 

13,620 

14,376 


15,676 


$ 30,052 


2000 


$ (2,938) 
1,039 
3,471 

17 
1,589 
2,332 


(569) 
3,352 


(10,743) 


23,067 


S [5608 
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Notes to Financial Statements Year ended March 31, 2001 


(In thousands of dollars) 


1. Authority and purpose: 


The Passport Office Revolving Fund (the Fund) was established in 1969 to provide for the issue of appropriate travel documents to 
Canadian citizens and to certain permanent residents of Canada who are unable to obtain valid passports from their country of 
origin. The Revolving Fund Act authorized the operation of the Fund. 


The Fund has a continuing non-lapsing authority from Parliament to make payments out of the Consolidated Revenue Fund for 
working capital, capital acquisitions and temporary financing of accumulated operating deficits, the total of which is not to 
exceed $4,000 at any time. An amount of $746 representing net assets assumed by the Fund and assets contributed to the 
Fund were charged to this authority when the Fund became budgetary in 1981. 


2. Significant accounting policies: 


(a) Inventories: 


The inventory of materials and supplies is carried at cost. 


(b) Capital assets: 
Capital assets are recorded at cost and amortized from the year of acquisition on a straight-line basis over their estimated 


useful lives as follows: 


Asset Years 
Leasehold improvements Term of lease 
Furniture BS 16 years 
Electronic data processing (EDP) equipment 5 years 
Other machines and equipment 10 years 


(c) Other capital assets: 
Effective April 1, 1994, all expenditures associated with the Technology Enhancement Plan (TEP) are capitalized. The project 
costs have been separated in four categories, which are amortized on a straight-line basis over the useful life of each 


category as follows: 


Asset Years 
Machines and equipment 10 years 
System 10 years 
Furniture 16 years 


Electronic data processing (EDP) equipment 4 years 


(c) 


(d) 


(e) 


(f) 


3. 


Other capital assets (continued): 


All project costs for the other capital projects are amortized on a straight-line basis over the useful life of the project. 


Employee termination benefits: 
Termination benefits accrue to employees over their years of service with the Government of Canada, as provided 
for under collective agreements. The cost of these benefits is recorded in the accounts as the benefits accrue to 


the employees. 


Pension plan: 


Employees of the Passport Office are covered by the Public Service Superannuation Plan administered by the Government 


of Canada. Under present legislation, contributions made by the Passport Office to the Plan are limited to an amount equal 
to the employee’s contributions on account of Current service. These contributions represent the total pension obligations 

of the Passport Office and are charged to operations on a current basis. The Passport Office is not required under present 
legislation to make contributions with respect to actuarial deficiencies of the Public Service Superannuation Account and/or 
with respect to charges to the Consolidated Revenue Fund for the indexation of payments under the Supplementary 


Retirement Benefits Act. 


Use of estimates: 

The preparation of financial statements in conformity with Canadian generally accepted accounting principles requires 
management to make estimates and assumptions that affect the reported amounts of assets and liabilities and disclosure 
of contingent assets and liabilities at the date of the financial statements and the reported amounts of revenue and 


expenses during the period. Actual results could differ from those estimates. 


Revenue recognition: 
Revenues from passport fees are prepaid on application and accounted for on an accrual basis. Deferred revenues 


represent fees received for which the services have not yet been provided as of the year-end. 


Transfer of the Revolving Fund accumulated surplus: 


Pursuant to Treasury Board Decision 828716 dated February 8, 2001, there was a refund of $5,750 for previous transfer of the 


Revolving Fund accumulated surplus to the Consolidated Revenue Fund. The transfer was recorded directly fo accumulated 


surplus and accumulated net charge against the Fund's authority. 
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4. Capital assets and accumulated amortization: 


Capital assets 


Leasehold improvements 
Furniture 

EDP equipment 

Other machine and equipment 


Accumulated amortization 


Leasehold improvements 
Furniture 

EDP equipment 

Other machine and equipment 


Other capital assets 


Technology Enhancement 
Plan Project 
Other capital projects 


Accumulated amortization 


Technology Enhancement 
Plan Project 
Other capital projects 


Balance, beginning 
of year 


$ 3,298 
2,318 
5,827 
2,528 
$ 13,97] 


Balance, beginning 
of year 


S 3,298 
1,079 
4,594 
2,010 
$ 10,981 


Balance, beginning 


of year 

$ 30,879 
W185 

$ 42,064 


Balance, beginning 


of year 

S 533 
2,877 

$ 3,410 


Acquisitions 
S 
1,651 

484 

$ 2139 
Acquisitions 
S it 
138 

644 

138 

Ss 920 
Acquisitions 
$ 2,453 
4,976 

$ 7,429 
Acquisitions 
$ 3,677 
3/30 

S 7,008 


Disposals 


Disposals 


Disposals 


Disposals 


Balance, end 
of year 


Si 3/298 
2,318 
7,478 
3,012 

$ 16,106 


Balance, end 
of year 


Seeoo8 
Wey 
5,238 
2,148 

$ 11,901 


Balance, end 


of year 

Sr eels 
16,161 

§ 49,493 


Balance, end 


of year 

$ 4,210 
6,208 

$ 10,418 


5. Loan payable: 


Pursuant to Treasury Board Decision 828716 dated February 8, 2001, the Passport Office received an amount of $7,800 as a 
loan from the Department of Foreign Affairs and International Trade. The initial amount and interest in the amount of $1,177 are 


repayable as follows: 


2003 — 2004 § 4,500 
2005 — 2006 Say 


6. Equity of Canada: 


(a) Accumulated net charge against the Fund’s authority: 
Accumulated net charge against the Fund’s authority is the cash position of the Revolving Fund, held by the Government 
on behalf of the Revolving Fund. 


(b) Accumulated surplus: 
The accumulated surplus is an accumulation of each year’s surpluses including the absorption of the opening net assets of 


$746 upon establishment of the Revolving Fund. 


7. Commitments: 


The Passport Office rents office premises under long-term operating leases, which expire in 2010. Future minimum lease pay- 
ments by year and in aggregate are approximately as follows: 


2002 § 4,440 
2003 $ 4,049 
2004 $ 2,308 
2005 See 
2006 and thereafter S  Bsiae 

$ 14,388 
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8. Related party transactions: 


Through common ownership, the Passport Office is related to all 
Crown corporations. Payments for passport operations at missi 
related parties in the normal course of business. 


9. Insurance: 
self-insurance. 


10. Income taxes: 


The Passport Office is not subject to income taxes. 


Alberta 

Harry Hays Building 

Suite 254 

220-4th Avenue South East 
*Calgary 


Canada Place Building 
Suite 160 
9700 Jasper Avenue 


*Edmonton 


British Columbia 


Suite 135 
8011 Saba Road 
Richmond 


Suite 900 
13401-108th Avenue 
Surrey 


Sinclair Centre 

Suite 200 

757 Hastings Street West 
*Vancouver 


Scotiabank Building 
Sth Floor 

747 Fort Street 
*Victoria 


Manitoba 


Suite 400 
433 Main Street 
*Winnipeg 
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New Brunswick 


Frederick Square 
Suite 470 
77 Westmorland Street 


*Fredericton 


Newfoundland 
and Labrador 


TD Place 
Suite 702 
140 Water Street 
St. John’s 


Nova Scotia 


Maritime Centre 

Suite 1508, 15th Floor 
1505 Barrington Street 
*Halifax 


Ontario 


Standard Life Building 
Suite 330 
120 King Street West 


*Hamilton 


The Galleria 

Suite 630 

101 Frederick Street 
*kitchener 


Suite 201, 2nd Floor 
400 York Street 
*London 


2888-2801 


Suite 305 
Brampton Civic Centre 
150 Central Park Drive 


Brampton 


Joseph Shepard Building 
Suite 380, 3rd Floor 
4900 Yonge Street 

North York 


C.D, Howe Building 
Level C, East Tower 
240 Sparks Street 


*Ottawa 


Landmark Building 
6th Floor 
43 Church Street 


*St. Catharines 


Suite 210, 2nd Floor 
200 Town Centre Court 
Scarborough 


Royal Insurance Building 
Suite 302 

28 Cumberland Street North 
*Thunder Bay 


Suite 300 
74 Victoria Street 
Toronto 


CIBC Building 

Suite 1010 

100 Ouellette Avenue 
*Windsor 


Led 
faa 


Quebec 


Place du Centre 
Commercial Level 2 

200 Promenade du Portage 
*Hull 


Immeuble Saint-Michel 
Suite 408 
3885 Harvey Boulevard 


Jonquiére 


Suite 500, 5th Floor 
3 Place Laval 


Laval 


Complexe Guy-Favreau 
Suite 803, West Tower 
200 René-Lévesque 
Boulevard West 


* Montreal 


Belle Cour Tower, 
Place de la Cité 

Suite 2410, 4th Floor 
2600 Laurier Boulevard 


*Sainte-Foy 


Suite 112 
3300 chemin Cote Vertu 
Saint-Laurent 


Saskatchewan 


CIBC Tower, Suite 350 
1800 Hamilton Street 


*Regina 


Federal Building 
Suite 405 
101-22nd Street East 


*Saskatoon 


Mail-In Service 


The Passport Office 
Department of Foreign Affairs 

and International Trade 
Ottawa, Ontario K1A 0G3 
Canada 


Certificate of Identity 


Level 2, Place du Centre 
200 Promenade du Portage 
Hull, Quebec 


Enquiries 


Local calls from 
Ottawa-Hull and area 
(819) 994-3500 


Montréal and area 
(514) 283-2152 


Toronto and area 
(416) 973-3251 


Vancouver and area 
(604) 586-2500 


Toll free 1 800 567-6868 
TTY (For deaf or hard 

of hearing persons) 
Oftawa-Hull and area 
(819) 994-3560 

Toll Free 1 866 255-7655 


Web site: www.ppt.gc.ca 


* Indicates offices where bilingual 
services are offered 
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